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ABSTRACT 
Adequate housing provision for the growing population in Lagos State, Nigeria is a 
major challenge. Addressing this challenge necessitated the involvement of both public 
and private sectors in the development of housing estates. However, regardless of the 
nature and ownership status of these housing estates, they need to be properly 
managed; hence the integration of facilities management (FM) into their management. 
The research objectives included a critical examination of FM strategies, policies and 
processes adopted in housing management through data collection and elucidation. In 
conducting this research, qualitative grounded theory (GT) and case study 
methodologies were adopted. This was done in order to understand, and thereby gain 
knowledge of the practice of FM in housing. Consequently, interview was conducted 
with 26 Facilities Managers and 971 residents in 20 different housing estates.  
 
The emergent facts from the analysed data revealed that the organisation structure of 
FM department and their roles depend on the nature of the housing estate concerned, 
and their purpose. Furthermore, FM is of immense benefit to the housing estates where 
it is practiced, as it had positively impacted on their general condition and goodwill. 
Some of the challenges besetting the practice of FM in housing cut across the strategic, 
tactical and operational aspects. The most pressing ones were financial constraints, 
residents‘ behaviour; and some of the Facilities Managers‘ lacked the requisite 
academic and professional qualifications. Some of the recommendations included the 
need to adequately train and properly empower the Facilities Managers and their teams 
to ensure FM effectiveness; the adoption of residents-led FM approach; and the need 
for comprehensive improvement on the existing housing environment especially in 
housing estates with aging infrastructures. 
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CHAPTER 1: INTRODUCTION 
 
1.1    BACKGROUND AND RATIONALE FOR RESEARCH 
Recent global economic developments and greater awareness of Facilities 
Management (FM), has led to its wider application in every sector of the Nigerian 
economy. This can be attributed to the activities of some indigenous and mostly multi-
national organisations in Nigeria; particularly those in the petroleum, hospitality and 
insurance industries including Mobil, Chevron, National Insurance Corporation of 
Nigeria (NICON) and Eleganza. Organisations with financial and human resources 
constraints have had to closely manage their day-to-day requirements and their 
resources to plan and develop their facility programmes, based on long-term goals, 
political realities and economic necessities. Similarly, those organisations with less 
restrictive economic or physical requirements who had traditionally spent minimal time 
on long-term facility issues, and others, which have hitherto practiced property 
management, are now embracing the practice of FM. The need to provide excellent 
working and living environments has made these organisations embrace the tenets of 
FM.  
 
Notwithstanding FM practice in the corporate real estate sector from the examples given 
above, FM is observed to be more visible in the housing management sector in Nigeria, 
when compared with other sectors of the built environment. Information obtained by this 
research from housing estates‘ brochures showed that FM has become a selling point 
for housing estates by placing emphasis on infrastructure‘ provisions and FM. This 
positive trend started in the 1990‘s with Agbara Estate – a private housing estate 
located on the outskirts of Lagos, followed by Danny Housing Estate located in Ebute 
Meta area of Yaba, and Victoria Garden City located in Lekki.  
 
However, despite the inroad which FM appeared to be making in the housing sector in 
Nigeria, its relevance in housing globally is yet to be identified by researchers as they 
have extensively done with other aspects of the built environment, especially with office 
buildings, healthcare facilities, and to some extent, educational facilities, hotel facilities 
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(Salonen, 2006 and Lunenburg & Ornstein, 2008) amongst others carried out an 
exploratory study of maintenance management practice; whilst Adenuga (2008) dwelt 
on the building performance and user‘s satisfaction in public hospitals. Critiques of 
some of these studies suggested that they excluded certain critical aspects of FM 
practice such as affects policies and strategies (Adebayo, 1991), user‘s/tenant‘s 
satisfaction (Zubairu, 1998) and prioritisation of works (Oladapo, 2005).  
 
1.2  RESEARCH PROBLEMS 
Housing is an expensive capital investment, and for most will turn out to be the singular 
most expensive purchase in a lifetime. Consequently, the management of the existing 
housing stock becomes very important; not only because of the huge cost of 
development that is involved, but also because of the even bigger running costs 
involved in the life cycle of the building. It is therefore important to ensure that the 
available houses are used optimally, and the existing housing stock is adequately 
maintained. Fadahunsi (1985) argued that for housing to be effective, it has to be 
viewed in its social context; that is, housing must be considered beyond the ‗ordinary 
building‘, but it must be seen as an abode in which the inhabitants would like to live with 
happiness. It must also be properly maintained to prevent obsolescence, dilapidation 
and degeneration to slums.  
 
Adisa (1994) and Bobadoye & Fakere (2012) expressed the views that residential 
neighbourhoods prone to crime in the Lagos metropolitan area such as Ajegunle, 
Ebute-Meta, Iponri, Ketu, Mushin and Oshodi are slums.  Thus there appeared to be a 
role for FM to ensure provision of the UN indicators for the prevention of slums (table 
1.1). 
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Table 1.1: Indicators and thresholds for defining slum households 
(Source: United Nations Human Settlements Programme - UN-HABITAT, 2008) 
Indicator  Definition  Features of acceptable conditions  
Access to 
improved 
water  
A household is considered to have 
access to improved drinking water if 
it has at least 20 litres/person/day 
for family use, at an affordable price 
of less than 10% of total household 
income  
• Piped connection to house or plot  
• Public stand pipe serving no more than 5 households  
• Bore hole  
• Protected dug well  
• Protected spring water  
• Rain water collection  
Access to 
improved 
sanitation  
A household is considered to have 
access to improved sanitation if an 
excreta disposal system, either in 
the form of a private toilet or public 
toilet is shared with a reasonable of 
people, is available to the household  
• Direct connection to public sewer  
• Direct connection to septic tank  
• Pour flush latrine  
• Ventilated improved pit latrine (with slab)  
 
Structural 
quality/ 
durability of 
housing  
A house is considered durable if it is 
built on a non-hazardous location 
and has a permanent structure 
adequate enough to protect its 
occupants from extremes of climatic 
conditions such as rain, heat, cold 
and humidity  
• Permanent building materials are used for walls, roof 
and floor  
• Compliance with building codes  
• Dwelling is not in a dilapidated state  
• Dwelling is not in need of major repairs  
• Dwelling is not located no or near toxic waste  
• Dwelling is not located on flood plain  
• Dwelling is not located on steep slope  
• Dwelling is not located on flood plain  
• Dwelling is not located on in a dangerous right of way 
(railway, highway, power line, airport, etc.)  
Sufficient 
living space 
(not 
overcrowded)  
A dwelling unit is considered to 
provide sufficient living area for 
household members if there are 
fewer than three persons per 
habitable room  
• Not more than two persons per room  
• The alternative is to set a minimum standard for floor 
area per person (e.g. 5 square metres).  
 
Security of 
tenure  
Security of tenure is the right of all 
individuals and groups to effective 
protection by the state against 
arbitrary unlawful evictions  
Evidence of documentation that can be used as proof of 
secure tenure status, as indicated by:  
• Households with formal title deeds to both land and 
residence  
• Households with formal title deeds to either land or 
residence  
• Households with enforceable agreements or any 
document as proof of a tenure arrangement  
• De facto or perceived protection from forced evictions  
 
 
Hardoy and Setterthwaite (1986) argued that the availability of basic infrastructures 
would determine the quality of the housing environment and the survival of its 
inhabitants. The United Nations Human Settlements Programme - UN-HABITAT (2012, 
p.14) outlined the basic features of a ‗prosperous city‘ to include the following: 
i) Provides adequate infrastructure – water (figure 1.2), sanitation, roads, 
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information and communication technology in order to improve urban living and 
enhance productivity, mobility and connectivity; 
ii) Enhances the use of public spaces in order to increase community cohesion, 
civic identity, and guarantees the safety and security of lives and property; 
iii) Ensures the equitable distribution and redistribution of the benefits of a 
prosperous city, reduces poverty and the incidence of slums, protects the rights 
of minority and vulnerable groups, enhances gender equality, and ensures civic 
participation in the social, political and cultural spheres; and 
iv) Values the protection of the urban environment and natural assets while ensuring 
growth, and seeking ways to use energy more efficiently, minimize pressure on 
surrounding land and natural resources, minimize environmental losses by 
generating creative solutions to enhance the quality of the environment 
 
Misra (1986) regarded infrastructures as the basic requirement of urban life, and 
therefore, as a precondition for conducive housing, the entire environment must be 
considered and planned to provide for easy communication and transportation, schools, 
recreational parks, shopping centres, open spaces, water and electricity. Furthermore, a 
liveable housing environment must be properly drained and the waste disposal systems 
must be functioning effectively, to ensure the cleanliness of the surrounding 
environment (Fadahunsi, op.cit). The absence of social amenities coupled with the 
provision of inadequate housing to meet the needs of the yearning population may be 
regarded as the root cause of slum and urban blight (Weitz, 1973; Obudho & Aduwo, 
1989; Obudho & Owuor, 1994; Adisa, 1994; Onibokun & Kumuyi, 1996; Barrett & 
Beardmore, 2000).    
 
According to Fagbohun (2003), housing needs go beyond numerical number of housing 
units. One needs to look at the quality of existing housing facilities and the prospects of 
increasing the existing housing stock. Hence the effort to meet with housing units 
requirements must not jeopardise the importance of housing quality. This, as indicated 
by Needleman (1985), is because neighbourhood conditions, structure, internal 
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adequacies of dwelling units, the number of people in the household and their peculiar 
requirements and cultures, combine to constitute different needs for individual families 
and householders. In this wise, housing is shelter, and for this shelter to meet the 
criteria of habitability and liveability, it must meet a specified minimum standard 
(Onibokun, 1985) especially the basic physiological and safety needs (Maslow, 1943, 
1954) (figure 1.1).   
 
Figure 1.1: Maslow hierarchy of needs (Dutch Renaissance Press LLC, 2013) 
 
It has also been indicated that housing quality affects the standard of living (United 
Nations, 1996), which has been a challenge in Nigeria. According to Agbola (1994), it is 
only through development control, which comprises land use zoning and planning 
standard that the ultimate aim of achieving a healthy, conducive, satisfying and 
aesthetically pleasing housing environment could be achieved. Although, development 
control is already in place in some states such as Lagos and Abuja (the Federal Capital 
Territory – FCT), the regulations (e.g. Building Regulations) are constantly flouted, with 
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resultant dire consequences, including collapsed buildings (Ayodeji, 2011; Windapo & 
Rotimi, 2012; Ebehikhalu, 2014) and the consequent loss of lives over the years.  
 
Furthermore, there is a lack of regular maintenance of houses by landlords; their main 
focus appears to be on the rent from these houses. This situation might have 
contributed to rapid rate of physical obsolescence (figure 1.2) with the resultant 
shortening of the lifespan of the existing housing stock, and the likelihood of reduction in 
the number of housing stock if such building should collapse due to lack of 
maintenance. The incident of building collapse has occurred severally in Lagos state in 
recent times (Ayodeji, 2011; Windapo & Rotimi, 2012; and Ebehikhalu, 2014). 
Indiscriminate dumping of refuse  Poor maintenance of building fabric and structure 
 
Poor maintenance of environment 
 
Cross section of a failed drainage system 
Figure 1.2: Dilapidated conditions of a popular public housing estate in Lagos 
(Field observation, 2012) 
 
Nigeria is challenged by myriads of complex problems that hinder housing maintenance 
(Olusegun, 2001, 2002 & 2009). These problems relate to both the quantity and quality 
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of the housing stock, overcrowding and its attendant health problems, sporadic squatter 
settlements, deficient infrastructure, accessibility and affordability problems. These 
problems become compounded as time passes, because of the inability for the 
economic systems to deliver adequate numbers of housing units including the essential 
infrastructure, facilities and services; poor maintenance culture; and uncontrolled rural-
urban drift due to the perceived availability of white collar jobs and better living 
conditions in the urban settlements. These housing problems are not bound by size, 
nature or location of human settlements. For instance, both urban and rural areas can 
be afflicted with severe poor maintenance problems; however, such problems would 
assume greater dimensions in the cities as pointed out by Borne (1951) due to 
exacerbating pressure being put on the existing housing stock and its complementing 
infrastructures. With these in mind, this research enquiry sought to investigate:  
(i) The indications that FM is practiced in housing management;     
(ii) The role of FM in the provision of a healthy, safe and quality environment;  
(iii) The stakeholders in the housing sector and their roles in the FM process; 
(iv) Types of FM strategies and models employed in housing management; 
(v) Alignment of operational FM with the owners‘ goals/objectives;  
(vi) Scope of FM in housing management; 
(vii) Differences in FM functions in the corporate real estate sector and housing; 
(viii) Perceptions of residents about how FM has improved the quality of the estate; and  
(ix) Challenges being faced by FM in housing management.  
 
1.3  AIMS AND OBJECTIVES OF RESEARCH 
The research aims to undertake a critical examination of FM in the housing sector in 
Nigeria; and develop new theories from practice for the application of FM in the housing 
management sector. 
 
The Research Objectives are to:  
a) Explore the nature of FM in the housing sector in Nigeria 
b) Undertake a critical examination of FM strategies, policies and processes adopted 
in housing management; 
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c) Undertake critical analyses of FM in the corporate real estate and housing sectors; 
and  FM and Property Management. 
d) Undertake a critical examination of the challenges in the practice of FM in housing 
management; 
e) Develop a grounded theory framework for FM in Housing Management based on 
emergent theories from empirical data. 
 
1.4   RESEARCH METHODOLOGY: AN OVERVIEW 
The research was conducted using a mixed methodology approach, though primarily 
using the qualitative grounded theory and case study approaches. These approaches 
facilitated the collection of relevant information, and provided the evidence to support 
the development of new knowledge required for this research. The adoption of ‗case 
studies‘ in this research enabled an in-depth study to be undertaken to explore and 
examine the ‘successes‘ and/or ‗challenges‘ of FM practice in housing.  
 
The qualitative grounded theory methodology comprised the research design, data 
collection, data ordering, data analysis and literature comparison for the purpose of 
internal and external validities, and building new knowledge in this area of research. 
This methodology was adopted because of the paucity of research in the application 
and/or the relevance of FM in housing; and also, because of grounded theory‘s 
established versatility in themes identification and theory building. To achieve this, data 
was collected from purposively selected housing estates, and analysed to find 
commonalities, themes, and categories that describe the phenomenon in question. 
Unlike in research using representative sampling and quantitative data, the findings are 
not meant to be generalised to an entire population. Instead, they help generate 
understanding as well as theoretical propositions and hypotheses for any likely future 
research; and help close the gap between practice and research by providing an 
emergent theory based on a detailed and carefully crafted account of the area under 
investigation (Pauleen, 2001, p.61).  
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1.5   SCOPE OF THE RESEARCH 
The scope of FM has been variously emphasised to be a very wide field (Okoroh, Jones 
& Ilozor, 2002; BOMI Institute, 2003; Sekula, 2003, Pickard, 2012). In order to ensure a 
focused and robust research and the resultant production of reliable outcomes for the 
purpose of this research, FM is considered in relation to housing in selected housing 
estates primarily in Lagos State. To prevent deviation from the aims and objectives of 
this research, efforts were made to focus on the research enquiries (section 1.2). 
Consequently, this research focused on FM procurement strategies, stakeholders and 
functions. It excluded all forms of building designs and construction in the housing 
sector including refurbishments; occupier (residents) costs such as cost-in-use; defects 
in building structures and services; durability of building materials and components; 
influence of biological and chemical reaction; and design and construction factors.  
1.5.1 Justification for the choice of Lagos State as the focus of this research 
Lagos State was created on May 27th, 1967 by virtue of States (Creation and 
Transitional Provisional) Decree No 14 of 1967. The State took off as an administrative 
entity on April 1, 1968 with Lagos Island serving the dual role of being the State and 
Federal capitals until December 12, 1991 when the Federal capital was moved to Abuja. 
Its jurisdiction comprises the city of Lagos, Metropolitan Lagos including Lagos 
mainland, Eti-Osa and Ojo, and the four administrative divisions of Ikeja, Ikorodu, Epe 
and Badagry (see map of Lagos in figure 3.4).  
 
Lagos State was considered the best choice for this research due to its strategic 
importance. For instance,  
a) Out of the 36 States in Nigeria, the State has the largest population despite its 
smallest landmass in Nigeria. In 2006, this was estimated at 17,552,942 (Lagos 
State Social Security, 2006), representing about ten per cent of the total national 
population estimate. In 2011, the population was put at 21 million (Lagos State 
Government); and in 2014, it was an estimated 25 million (World Population 
Review, 2015).  
b) In the metropolitan area of Lagos, residential land occupies about 48% of the total 
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built-up area of the metropolis, industrial usage occupies 11.32% while other uses 
of land occupies the remaining proportion (see Table 1.2). Special installations 
such as military use also include some residential accommodation in form of 
barracks for military personnel and families. Furthermore, Lagos is the largest 
receptacle of both internal and external migrants (i.e. within Nigeria - rural-urban; 
and from outside Nigeria - international).  
            
 Table 1.2:  Urban Land Use in Lagos State  
(Source: Lagos State Ministry of Land and Housing Matters, 1986) 
             Type of use Area (hectares) Proportion of total (%) 
Residential 
Educational 
Health 
Commercial 
Industrial 
Administrative 
Transportation 
Sports & Recreation 
Special Installation (army, etc.) 
Cemeteries 
12,063 
1,440 
179 
985 
2,843 
760 
2,230 
467 
4,095 
64 
48.01 
5.73 
0.71 
3.92 
11.32 
3.02 
8.88 
1.86 
16.30 
0.25 
Total  25,126 100.00 
 
c) The State has a large number of public and private housing estates, some of which 
were found relevant to this study. 
d) Furthermore, the State is the commercial capital of Nigeria. For example, the State 
is home to elaborate seaport facilities; a major railway terminal the country's 
busiest international and domestic airports; many range of buildings and allied 
infrastructures, which the Federal Government and its agencies still have and 
make use of; headquarters of most merchant, commercial and development banks 
as well as insurance and re-insurance companies; headquarters of the Nigerian 
Stock Exchange and other allied institutions; the largest concentration of industrial 
and commercial establishments in the country together with the diversified 
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activities allied to them; a wide range of educational institutions including 
polytechnics, colleges of education, universities and research institutes; formerly 
the seat of diplomatic missions to Nigeria, and still has diplomatic presence in form 
of Consular Offices; a wide range of hotels and recreational facilities; the terminus 
of road transportation to the various parts of the country and the rest of the 
countries in West Africa; and others.   
        
1.6   SIGNIFICANCE OF RESEARCH 
Thorncroft (1976) defined an estate as the interest in land or landed property giving rise 
to a measure of management control as may be considered appropriate. This control 
will ensure that the goals of the estate could be realised, which according to Hammer 
(1998), involve replacing reaction with action; planning for the future; promote user 
involvement; maximising the return on capital investment; the provision of qualitative 
support for the organisation and business operations; and the satisfaction of end-users - 
one of the key beneficiary of housing services.  
 
The paucity of knowledge and research to support good practice in this sector is 
addressed by this research. It draws on existing knowledge from FM in the corporate 
real estate sector to develop an understanding of the role and added value of FM in 
Housing Management. This is significant because as indicated by the United Nations 
Organisation (UNO) (1969) cited in van Wyk and Crofton (2005), housing management 
is crucial because the construction of houses alone does not bring about the desired 
change, and therefore does not greatly improve living conditions of low-income and 
middle-income families. Furthermore, the UNO (op cit) stated that unless good housing 
management concepts and effective practices are established, the necessary changes 
will not be realised. These concepts and practices should promote community 
development, social improvement, proper maintenance and upkeep of housing estates 
and anchored on sound financial arrangements.  
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1.7   CONTRIBUTION TO KNOWLEDGE 
This research is aimed at adding to the body of knowledge and understanding in the 
practice of FM, especially as it relates to Housing Management. The test of originality 
and contribution to knowledge are two of the determinants of the achievement of a 
doctorate. Authors, including Phillips and Pugh (1987, 1994 & 2000) and Cryer (2006), 
identified a number of criteria for the test of original contribution to knowledge. This 
research adopts Cryer‘s (2006) definition and demonstrates original contribution to 
knowledge through: 
a) Development of a new theories and framework on FM in Housing Management. 
Gasson (2004, p.80) stated that in Grounded Theory ―contributions to knowledge 
are not generated from existing theory, but are grounded in the data collected …‖. 
This means a theory derived from posteriori; inductive based research involving 
reasoning from facts or particulars to general principles or from effects to causes; 
observation and data. 
 
b) Undertaking an in-depth study of FM in Housing Management through the use of 
Grounded Theory and Case Study approaches. The research sought an 
understanding of the experiences of the Facilities Managers and the perception of 
residents of FM through multiple case studies. It captured their experiences and 
interprets the complexities and richness of them. This research will serve the 
purpose of setting in motion the provision of empirical data on the innovative 
strategies for effective FM in housing management in Nigeria.  
 
c) The exploration and critical analysis of the phenomenon of FM in Housing 
management in Nigeria. The emergent theory is grounded in data representing the 
real life experiences of Facilities Managers; thus bridging the gap between theory 
and practice, and representing not only the experiences of those housing estates 
that practice FM, but also providing guidance to those housing estates who may 
want to integrate FM into their operations. 
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d) Empirically unearthed the various stakeholders in housing and detailed their 
various roles in the FM process.  
 
e) The development grounded theory framework of FM in housing management  
 
1.8    THESIS STRUCTURE  
This thesis is structured into eight chapters as follows:  
Chapter 1 focuses on the background to the study, aim, objectives and the significance 
of the research among others. Chapter 2 is an overview of corporate FM, its elements, 
roles, scope, process, its strategic importance, its trends and challenges. In addition, 
the chapter reviewed the distinction between FM and property management. Chapter 3 
is on the genesis of housing estates development in Nigeria and the proliferation of 
housing estate developments in Lagos State of Nigeria; and pilot study. The outcome of 
the pilot study engenders discussion on housing management practice in Nigeria 
including the challenges of housing management in both public and privately owned 
housing estates.    
 
Chapter 4 discussed the research methodology focusing on the research philosophy, 
types of research, research methods, tools employed and the research process. 
Chapters 5 and 6 present the results of the case studies and data analysis; whilst 
Chapter 7 further analysed the primary research findings with data collected from 
secondary research sources, and a framework on the emergent theories of FM in 
housing management in Nigeria.  
 
Chapter 8 is on the framework of FM in housing management anchored on the facts 
that emerged from the analysed data. Chapter 9 presents the conclusions, 
recommendations, benefits of the research to stakeholders, and futue research 
directions.   
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CHAPTER 2: LITERATURE REVIEW OF FACILITIES MANAGEMENT 
 
This chapter is a general overview of certain aspects of facilities management (FM) as 
found in the literature. The essence of this chapter was to gain an insight into the 
meaning ascribed to FM practice in the corporate world including its roles, scope, 
process, strategic importance, stakeholders and the roles of Facilities Managers. 
Furthermore, FM procurement, benefit of FM, the difference between FM and property 
management (PM) and the challenges of FM practice in the corporate world were 
discussed. The various aspects of FM that was covered in this review were informed by 
the specific areas of FM being practiced in the housing estates that were surveyed 
(sections 3.3 and 5.1). The review of these aspects of FM was to serve as a basis for 
evaluating the acclaimed practice of FM in housing. Consequently, this literature review 
served as another data other than the primary data obtained from the survey (chapter 
5). This was to enable an evaluation of FM in housing to be made (chapter 6) to see 
whether FM, as found in the corporate world, is actually being practiced as claimed; or 
whether what is being practiced is an abridged  form between FM and PM; and or 
whether PM is what is being practiced but calling it FM.           
 
2.1  THE CONCEPT OF FACILITIES MANAGEMENT 
Facilities Management (FM)  as a professional service, began to evolve in the early 
1900s when scientific management and its subsequent use in office administration was 
first introduced (Mole & Taylor, 1992 in Svensson, 1998, pp. 3-4). According to 
Svensson‘s (op cit) opined that world economics and global changes might have played 
a significant role in the evolution of ‗facilities management‘. This view is supported by 
Randeau et al (1995) stating that prior to the 1970‘s and 80‘s, FM had been practiced in 
the US Army, government and educational institutions under various names such as 
‗post engineering‘, ‗public works‘ or ‗plant administration‘ using management practice 
and procedures that are now widely accepted by the relevant professionals (Department 
of the United States Army, 1997). Citing Then (1994), Svensson suggested that the 
main catalyst in the 1960s towards its increasing role was the introduction of computers 
in the workplace; and furthermore that ‖the energy crisis in the 1970s emphasised the 
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importance of limiting the cost-in-use of facilities and the need to manage life-cycle cost 
rather than construction cost alone‖. Randeau et al (1995) further stated that the crisis 
and upheaval in the USA companies resulted in the evolutionary management of scarce 
resources, which later translated into FM. Organisations with limited financial and 
human resources have had to closely manage their day-to-day requirements and the 
details of their expenditure, to plan and develop their facility programmes based on 
long-term goals, political realities and economic necessities (Randeau et al, op cit). 
 
Kincaid (1994a) stated that FM emerged through the integration of three main strands of 
property management activities namely: property operations, maintenance and office 
administration. In the late 1970‘s, ‗Hermann Miller Incorporated‘ established the 
Facilities Management Institute (FMI) in the United States of America (USA) to provide 
training and opportunity for research into user requirements in the workplace. This 
helped establish the new profession of FM that later gave birth to the International 
Facility Management Association (IFMA) (Duffy, 1989; Teiccholz, 2001).   
 
The widespread use of the term ‗Facilities Management‘ (FM) however dates back to 
the early 1980‘s in the United States of America (Cotts, 1998. p.3) and the United 
Kingdom, though FM had its phenomenal growth in the nineties (Owen, 1995). BIFM 
(2012) suggested that the development of FM was driven by cost-cutting initiatives 
when organisations began to outsource ‗non-core‘ services; the integration of the 
planning and management of a wide range of services both ‗hard‘ (e.g. building fabric) 
and ‗soft‘ (e.g. cleaning, security, mailroom, health and safety); all geared towards 
achieving better quality and economies of scale. These activities led to the formation of 
the British Institute for Facilities Management (BIFM) in 1993.  
 
As FM became more widely recognised, professional associations sprang up in other 
parts of the world including Nigeria with membership cutting across multi-disciplinary 
fields including architecture, building/civil engineering, quantity surveying, estate 
surveying and valuation, and property management amongst others.  
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2.2   THE CONCEPT OF FACILITIES MANAGEMENT 
2.2.1  Facilities 
‗Facilities‘ has been variously described as a physical structure or installation, including 
related site works, serving one or more main purposes (International Organisation for 
Standardisation – ISO 9001, 1994); the constructed environment, e.g. 
buildings, structures, infrastructure, plant, and equipment (Kaiser, 1995, p.3-4; 
Dictionary of Construction, 2014); something that is built installed or established to 
serve a purpose (Scott, 1985; CEN - the European Committee for Standardisation, 
Terms and Definitions, BS EN 15221-3:2011; Cambridge English Dictionary & 
Thesaurus, 2012); or an installation (American Heritage Dictionary, 2011; Collins 
English Dictionary, 2009; Roget‘s Thesaurus, 2014; Merriam-Webster Dictionary, 2015). 
Another description of facilities‘ is that it could be a permanent, semi-permanent, or 
temporary commercial or industrial property (Business Dictionary, 2015). From these 
descriptions, it could be inferred that, ‗facilities‘ is the totality of the built environment 
including its infrastructures and services.  
 
Describing the importance of ‗facilities‘ from FM perspective, Alexander (2003) argued 
that they provide the base for business, and play a role in attracting inward investment. 
The major considerations with regards to facilities are the ability to adapt to changing 
business needs and new technologies; vis-à-vis the need to provide a healthy 
workplace for employees; and the judicious utilisation of scarce resources to maximum 
effect. In this regard, it could be inferred that the essential functions of facilities are for 
comfort, enjoyment and protection of the end-users as well as ensuring that the 
facilities‘ economic useful life is achieved. Davis et al (1985) opined that poor decisions 
about facilities can prevent an organisation from achieving its basic objectives.  
 
2.2.2    Management 
The term ‗management‘ from an organisation perspective, has been variously defined 
as, a) the execution of policy, within the limits set up by the administration, and the 
employment of the organisation for the particular objects before it (Sheldom, 1923, 
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p.74); b) a social process that entails responsibility for the effective and economic 
planning and regulation of an enterprise in fulfilment of a given purpose or task, such 
responsibility involving judgement and decision in determining plans and the 
development of procedure to monitor performance and progress against plans; and the 
guidance, integration, motivation and supervision of the personnel composing the 
enterprise and carrying out its operations (Brech, 1953; 1975); c) the coordination of 
human and material resources and that the successful accomplishment of this goal 
towards achieving an objective via technique, or combination of techniques, through 
people, and through organisation (Kast & Ziveig, 1965); and d) the science of 
organisation and operation, or at the practical level, the act of directing and conducting 
affairs. This definition sees management as a ‗science‘ as well as an ‗art‘ concerned 
with directing and conducting the affairs of employees, and the use of resources using 
empirical facts, well thought out, imaginative ideas and judgement to achieve 
management goals (Thorncroft, 1976).   
 
Stapleton (1986) gave a broader definition of management, whereby he described it as 
―a process which formulates strategic plans by defining corporate aims and objectives in 
the short, medium and long term: coordinates resources and action within a tactical 
plan, prepares performance criteria, monitors and regularly reviews performance and 
procedures with a view to improving the system for better achievement of goals‖. This 
definition is the one adopted in this research because it captured the specific roles 
management as it relate to FM in housing management.      
 
Other descriptions of FM include that of Weihvich & Koontz (1994) indicating that 
management is a process of designing and maintaining an environment in which 
individuals could actively work together and efficiently accomplish the selected 
management goals, and that it applies to every kind of business or organisation.  
Furthermore, these authors stated that, managers carry out the managerial functions of 
planning, organising, staffing, leading, coordinating and controlling at every level of an 
organisation to create a surplus through effectiveness and efficiency. 
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Drucker (1979) viewed management as a multi-dimensional and dynamic concept 
because its problems and their solutions have consequences in several dimensions, 
particularly the human, economic, social and political dimensions; and that management 
is aimed at making resources productive. According to Lee (1981), management 
transcends the traditional boundaries of narrowly defined disciplines; as it is an 
interdisciplinary field. The Department of the United States Army (1987, p.1) opined  
that good management in realtion to facilities becomes essential, as this will help: 
 minimise unnecessary construction and maintenance costs 
 minimise energy and other operating costs that may result from heating and 
cooling poorly used space. Department of the United States Army (op cit) 
 ensure an equitable distribution of available resources to all units and activities at 
an installation. 
  
Stapleton (1994) argued that management of any type, whether of property or of any 
other resources or processes, is concerned with what happened between the main 
decision making structure, whether it be the board of a company, trustee, or appointed 
commission or an elected authority, and the performance of the operational task.  
 
Furthermore, management is at two levels, namely - the upper arm of management and 
the lower arm. The upper arm sees to the formulation and implementation of policies, 
laws or rules (i.e. the strategic level of management), which are then executed by the 
lower arm (i.e. the operational level of management). The upper arm ensures that any 
default in adhering to the established rules and regulations, such law breaker is made to 
face the consequence - thus, these two arms of management harmoniously work 
together to achieve the set goal of the organisation concerned and thereby able to 
optimise the returns of the stakeholders. Then and Akhlaghi (1991, p.45) expanded this 
to three levels; namely strategic level (descibed as the upper arm of management by 
Stapleton, 1994); the tactical level that focuses on developing appropriate policies and 
systems to establish what is needed and provide the vital connection between the 
‗upper arm‘ and the lower arm; and the operational level (the lower arm) - see figure 2.1, 
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section 2.4 and Table 2.2 for details. However, in the stratified levels of managenent 
above, the middle level management (i.e. the tactical level), the vital link expected to 
play vital roles of policy transmission, interpretation, implementation, supervision and 
feedback to the upper arm, is missing in  Stapleton‘s propositions.  
 
 
Figure 2.1: Levels of decision-making  
(Source: Bowett, n.d.) 
 
From these definitions/descriptions, it could be inferred that the ultimate goal in the 
performance of this function is to generate a given level of output with a minimum 
possible consumption of available resources within a given time period. Furthermore, it 
could be deduced that the term ‗management‘ has many connotations and implications; 
namely:   
 achieving an objective or set goals;  
 converting policy into action; 
 the task of setting an objective and planning toward its achievement; 
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 ordering and proper utilisation of  the available resources to ensure efficiency;  
 motivating labour force to engender effectiveness and productivity; and 
 exercising control by checking performance against the set plan in order to avoid 
deviation from the set goals.  
 
The goal of management could be described as the determination of the required 
standards, the formulation of workable plans, the identification and specification of the 
necessary works, estimation of the cost of such works, organise the execution of such 
work, cost control, performance and quality control in a manner that will ensure the 
proper utilisation of the organisation resources. The effective execution of these 
responsibilities will entail the policy formulation and the establishment of procedures to 
ensure adherence to plans; as well as the provision of guidance, ensuring proper 
integration, and the supervision of the personnel in a bid to ensure the effective 
implementation of agreed plans and policies. According to Iyagba (2005), the quality of 
management personnel is congruent on the quality of decisions taken and how 
effectively they were implemented, as it impacts positively on the facility being 
maintained and the users respectively.  
2.2.3  Facilities Management: Its Definitions 
Having discussed the separate definitions for ‗facilities‘ (section 2.2.1) and 
‗management‘ (section 2.2.2), bringing those two terms together in a new discipline 
requires a re-definition of the two terms. Facilities management, commonly abbreviated 
as FM in the literature, has been variously defined by many individuals and 
organisations over the years, reflecting its evolution, different perspectives, and the 
widening scope of its roles. The definitions of FM, which aid the understanding and 
reveal the nature of the field, are chronologically ordered, are as follows: 
 The practice of coordinating the physical workplace with the people and work of the 
organisation; it integrates the principles of business administration, architecture, 
and the behavioural and engineering sciences (United States Library of Congress, 
1982). 
 FM as an orderly process of evaluating, maintaining, and adjusting the installation 
of the existing facilities based on the factors affecting the organisation and what is 
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needed to accomplish its missions and objectives. FM is not limited to making sure 
that enough facilities are provided but it must also ensure that facilities have the 
right characteristics and features, are available and usable when needed, and 
support organisational goals and users‘ needs (The Department of the US Army, 
1987).  
 FM is responsible for coordinating all efforts related to planning, designing and 
managing buildings and their systems, equipment and furniture to enhance the 
organisation‘s ability to compete successfully in a rapidly changing world (Becker, 
1990a). 
 The practice of coordinating the physical workplace with the people and work of an 
organisation; integrates the principles of business administration, architecture, and 
the behavioural and engineering science (Cotts & Lee, 1992). 
 FM is the structuring of building, plant and contents to enhance the creation of the 
end product. As with all systems, it is the generated benefit to the business or 
activity that matters, not the system itself (Park, 1994). 
 FM is an integrated approach to operating, maintaining, improving and adapting the 
buildings and infrastructure of an organisation in order to create an environment that 
strongly supports the primary objectives of that organisation (Barrett, 1995). 
 The process by which an organisation ensures that its buildings, systems and 
services support core operations and processes as well as contribute to achieving 
its strategic objectives in changing conditions (Alexander, 1996). 
 FM establishes the relationship between owners and occupiers of properties, the 
corporate management, organisational department and value adding workplace 
within an organisation (Wahlen, 1996).  
 FM is the planning, design, procurement and maintenance of all property assets 
and their associated support and customer services in order to achieve and sustain 
optimum environmental quality and efficiency and to achieve best value for 
investment within appropriate resources within the law (Joudah, 1997). 
 The practice of FM is concerned with the delivery of the enabling workplace 
environment - the optimum functional space that supports the business processes 
and human resources (Then, 1999). 
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 FM is the process of coordinating the physical workplace with the people and work 
of the organisation. The primary function of FM is to plan, establish and maintain a 
work environment that effectively supports the goals and objectives of the 
organisation (The Building Owners and Managers Institute – BOMI, 2002). 
 FM is the processes by which an organisation plans, delivers and sustains excellent 
support services in a quality environment to meet changing strategic business 
objectives at best cost (Centre for Facilities Management - CFM, 2002).  
 An integrated approach to maintaining, improving and adapting the buildings of an 
organisation in order to create an environment that strongly supports the primary 
objectives of that organisation (Barrett & Baldry, 2003). 
 FM is an integrated approach to operating, maintaining, improving and adapting 
buildings and infrastructure of an organisation in order to create an environment that 
strongly supports the primary objectives of the organisation (Nordic FM, 2003). 
 FM is a business practice that optimises people, process, assets, and the work 
environment to support the delivery of an organisation's business objectives 
(Facilities Management Association of Australia – FMAA, n.d.).  
 FM is the management activity which supports businesses, other types of 
organisations and particularly the users of the built environment, through the 
provision of facilities and associated support services (Global FM, n.d.). 
 FM is a profession that encompasses multiple disciplines to ensure functionality of 
the built environment by integrating people, place, process and technology 
(International Facility Management Association - IFMA, 2003 & 2010). 
 FM is the integration of processes within an organisation to maintain and develop 
the agreed services which support and improve the effectiveness of its primary 
activities (CEN - the European Committee for Standardisation (BS EN 15221-1 
Terms and Definitions), the BSI British Standards and the British Institute of 
Facilities Management - BIFM (2012). The CEN (2006, 2011) definition is the 
European definition for FM.  
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2.2.3.1 The Synthesis of Facilities Management Definitions and Trends 
The chronological ordering of FM definitions in 2.2.3 clearly showed the evolution of FM 
spanning over four decades - from mainly building services management role to the 
recent ‗coordinating role for the workplace, the employees (or users) and the 
organisation‘s process. Interestingly, the technological evolution of FM (figure 2.2) does 
not appear to be reflective of these changes, neither does it drive the changes in 
definitions of FM. In fact, only IFMA (2003, 2010) definition acknowledges the role of 
technology in FM. 
 
Figure 2.2: Facilities Management and Technology Roadmap  
(Frost & Sullivan, 2013) 
 
However, the FM technology roadmap (figure 2.2) shows a gradual move of emphasis 
from contracting to sustainability and management. The definitions of FM outlined 
above revealed that FM is an important aspect of the business of an organisation and 
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an important contributor in the achievement of its vision, mission, goals and objectives. 
Furthermore, the analysis of these definitions identified FM as: 
(i) a support service (The Department of the US Army, 1987; Barrett, 1995; 
Alexander, 1996; Then, 1999; BOMI, 2002; Barrett & Baldry, 2003; Nordic FM, 
2003; European Standard EN15221-1: 2006; Global FM, 2009; Facilities 
Management Association of Australia – FMAA, 2006); 
(ii) a distinct management function (Becker, 1990; Cotts & Lee, 1992; BOMI, 
2002); 
(iii) the discipline that provides strategic, tactical and operational support 
activities to ensure the organisation operates at optimum efficiency and 
effectiveness (Park, 1994; Alexander, 1996; Cotts & Lee, 1992; Joudah, 1997; 
Nutt, 2000; IFMA, 2010; BOMI, 2002; Wei, 2007);  
(iv) the management discipline that ensures minimal occupancy costs whilst 
maintaining the required standard, improves efficiency and enhances the 
quality of the built environment (Joudah, 1997; Wei, 2007);   
(v) professional management of the standards of service delivery thereby 
ensuring that expectations of all the stakeholders are met, and in 
addition, ensures the effectiveness of the organisation concerned (Then, 
1999; Nutt, 2000);  
(vi) responsible for ensuring that all statutory, corporate social responsibility, 
risk management and environmental requirements are complied with  
(FMAA, 2006); 
(vii) taking care of people, place and process in a manner that makes them 
work together (Cotts & Lee, 1992; BIFM, 2010; IFMA, 2010); 
(viii) vital discipline that influences and supports the desired corporate, 
strategic intent and translates it into tactical and operational 
requirements (IFMA, 2010);  
(ix) an essential element of the core business strategy and planning process 
(Becker, 1990; Cotts & Lee, 1992; Park, 1994; Barrett, 1995; Alexander, 1996; 
BOMI, 2002; Barrett & Baldry, 2003; Nordic FM, 2003; European Standard 
EN15221-1: 2006); and 
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(x) versatile and complex in nature, integrating a very broad scope of 
processes, services, activities and infrastructures (IFMA, 2010).  
  
There are some commonly recurring themes in these definitions, which together give 
FM its identity.  
a) First, the focus of FM is the business environment and this consists of every kind of 
real estate asset including residential (housing) properties, commercial properties 
(including office buildings), recreational properties (including sport facilities), health 
facilities, educational facilities, industrial properties and infrastructure, and more 
recently the virtual work environment;  
b) Secondly, FM is multi-disciplinary cutting across management and built 
environment disciplines;  
c) Thirdly, FM plays a supporting role in enhancing the performance of organisations.  
 
From the foregoing, it can be inferred that FM is the process of creating an optimal 
environment for an organisation, taking a holistic view of the its business process to 
deliver service at best value through support for, and the enhancement of the core 
activities geared toward the realisation of organisation purpose(s).  Some things worthy 
of note are: FM has become an umbrella term under which a wide range of property and 
user-related functions may be brought together for the benefit of an organisation and its 
stakeholders as a whole – a similar position held by Spedding & Holmes (1994).  FM 
processes must also be adjusted to meet new or changing requirements in order for FM 
process to become more efficient and effective. Lastly, quality systems ensure that all 
services are delivered to the required quality, provide value for money and minimise 
risks to the organisation concerned (Alexander, op cit). 
 
2.2.3.2    Elements of Facilities Management  
Facilities encapsulates a system composed of buildings, infrastructure and support 
services. This system is the inter-link or the web that binds people and place together, 
and turns them into a production system. In the IFMA model (figure 2.3), FM serves to 
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coordinate the interface between what people do, where they do it, and touches on 
elements of human resources, process engineering, estate management, ergonomics, 
architecture and interior design. The interlocking circles represent the important roles 
which FM plays in integrating an organisation‘s processes into a coherent holistic 
system. 
 
Figure 2.3: Elements of FM  
(Source: IFMA, 1982 cited in Rondeau, Brown & Lapides, 2006) 
 
 
 People: These are the personnel and this includes topmost management level up to 
the least worker. It also includes other users such as the business‘s customers and 
visitors. FM needs to provide a safe, pleasant and efficient environment for not only 
the users of the space managed, but also the community at large. 
 
 Place: Place refers to not only the building or facility in question, but the business 
environment in general, whether built or virtual. It includes the effect that the 
building, and the way it is run, impacts on surrounding buildings and the 
environment. The Facilities Manager, with place as the central focus of his or her 
field of concerns, has two key roles. The first involves using the organisation‘s 
capital resources, especially property, physical plant and facilities. The second 
involves managing the organisation‘s support services, both routinely and in 
emergencies. 
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 Process: Cambridge English Dictionary & Thesaurus (2012) defined process as ―a 
series of actions that you take in order to achieve a result‖. It is a particular course of 
action intended to achieve a result. 
 
 Technology: This recognises the importance of technology as an enabler not just in 
improving FM processes, but in supporting the business and improving productivity. 
 
As can be seen, literature on FM is replete on the ‗workplace‘ as shown in the 
perceptions of various researchers/authors, including FM related professional bodies; 
but there exists no significant literature on FM in the housing sector. This needs to be 
addressed considering the central role which housing plays in the life of humans. The 
various definitions of FM (section 2.2.3) focus on FM in a ―working environment or 
workplace in relation to the people (i.e. employee) and the work of an organisation‖ 
(British Institute of Facilities Management in Atkins & Brooks, 2009; Nutt, 2000, BOMI 
Institute, 2002). This becomes even more important as new ways of working have 
extended the ‗workplace‘ into the home with homeworking. 
 
2.3  FACILITIES MANAGEMENT ROLES IN THE BUILT ENVIRONMENT  
Role is ―the position or purpose that someone or something has in a situation, 
organisation, society or relationship‖ (Cambridge Advanced Learner‘s Dictionary, 2008). 
According to Graves (2007), ―role clarifies what to do and not-do to in chosen market‖ in 
the following three ways:   
o Purpose: Role clarifies points where the organisation intersects with customers, 
partners, stakeholders, etc. 
o Scope: Role identifies boundaries of operation within the vision-‗world‘, and 
complementary roles for other stakeholders; will change slowly over time 
o Role is measurable only in the sense of ―how well this role is maintained by the 
organisation concerned?‖; ‗achieved‘ only in a dynamic rather than static sense. 
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According to Alexander (2003), the management roles in FM organisations are those of 
managing customers, services and assets, and each of these management roles 
concentrate on the three important challenges facing FM; namely: 
a) Empowering people in organisations so that they are highly effective and 
productive; 
b) Organise the available FM services to meet business and users‘ needs and 
promote the organisation‘s corporate identity; and 
c) Harness the potentials of the existing and/or new technologies. 
 
Thomson (2006) viewed FM as a ‗support service‘ that efficiently integrates support 
activities within the business environment in a bid to ensure the successful performance 
of the organisation concerned. For Nutt (2000), the primary role of FM is resource 
management at both strategic and operational levels of support. He further reiterated 
that the generic types of resource management central to FM roles are the 
management of financial resources, physical resources, human resources, and the 
management of resources of information and knowledge.  
 
 
Figure 2.4: FM Value Chain (Source: Nelson, 2008; 2010) 
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This was identified by Nelson (2008, 2010) as part of the FM value chain system (figure 
2.4). She proposed that the value added by FM comes through the alignment of the 
demand and supply chains with the core objectives and culture of the organisation. 
 
On his part, Atkin (2003) described FM as something that will create competitive 
advantage for the organisation's core business; deliver effective and responsive 
services; enable changes in the use of space in the future; enhance the organisation's 
culture and image; and make them highly cost effective.  
 
This is an indication that FM plays an ever-increasing role in the sustainability agenda, 
addressing physical as well as social and economic factors. Alexander (1994) 
counselled that the role of FM should be defined by the relationship of facilities to the 
core business of an organisation whereby success could be measured by the degree 
and quality of support it provides to achieving key business objectives.  
 
Consequently, Facilities Managers, due to their strategic roles (section 2.6), have 
extensive responsibilities for developing, providing and maintaining a myriad of 
services, ranging from property strategy, space management and communications‘ 
infrastructure to building maintenance, administration and contract management 
depending on the type of organisation.  
 
The Facility Management Association of Australia (no date) stated that the primary role 
of FM is to ―manage and maintain the efficient operation of the built environment‖; and 
outlined FM responsibilities as:  
 ensuring that services are delivered in a way that contributes to the productivity 
and profitability of those people who utilise the facilities;  
 reducing the impact of the use of facilities on the environment;  
 minimising operational life cycle costs of facilities;  
 repairs and maintenance, security and cleaning as well as more highly technical 
services required for the efficient operation of any facility. 
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Cotts and Lee (1992, pp. 4-7) classified FM roles into the following categories: 
 Alteration, renovation and workplace installation 
 Architectural/engineering planning and design 
 Budgeting, accounting and economic justification 
 Construction project management 
 Facility planning and forecasting 
 General administrative services 
 Lease administration 
 Management of organisation 
 Operations, maintenance and repairs 
 Real estate acquisition and disposal 
 Security and life-safety management 
 Space planning, allocation and management 
 Telecommunications, data communications, wire and network management 
 Workplace planning, allocation and management. 
 
On his part, Grimshaw (2003) grouped and outlined the various roles of FM as follows: 
 Economic role entails ensuring the efficient use of physical resources by 
controlling cost (financial control);         
 Professional role bothers on social responsibility for people in the workplace 
(advocacy);  
 Service role is concerned with the provision of non-core support services 
(support service); 
 Social role ensures that the physical infrastructures meet the legitimate needs 
of users within their organisation (facility users interfacing); 
 Strategic role bothers on forward planning of physical infrastructures to support 
organisational development and reduce risk (change management); and 
 Technical role bothers on the maintenance of the physical infrastructures to 
ensure it supports the core activity of an organisation (operational 
maintenance).  
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Wei (2007) added that the major purposes of FM can be categorised into two areas, 
namely to: support and sustain the operations and activities of organisations and their 
staffs; and manage the work environment and support services. Analysis of the roles of 
FM dientified the following key areas: 
 Creation of values: FM identifies the need of the people, establishes a goal and 
ways of achieving them. The process involved in the identification of needs and 
meeting the need creates value (utility). 
 Enhances high productivity: by creating a conducive environment for end-users 
to work effectively. The high productivity of end-users also leads to the creation of 
value for the organisation. 
 Monitoring, control and communication: monitoring and controlling the FM 
operations of the organisation to support business operations. Furthermore, FM 
ensures that the divergent processes, procedures, and standards present in a 
business complement rather than interfere with one another.  
 Ensuring compliance with statutory requirements and obligations: thus 
ensuring that the business meets its statutory and regulatory requirements, and 
educating the staff about organisation‘s standards and procedures.  
 Maintaining stable financial position: through efficient budget planning and 
implementation. 
 Managing available resources and reducing waste: helping to create equitable 
access to resources and opportunities, mobilise the effort of end-users for greater 
productivity, integrate efforts and improve performance. 
 
2.4  SCOPE OF FACILITIES MANAGEMENT 
According to Alexander (1996), FM effectively covers ―all aspects of property, space, 
environmental control, health and safety, and support services‖. In practice, FM has 
been adopted differently in different organisations, and in different contexts. This means 
the scope and responsibility of FM in an organisation may be wider than the others. 
Facilitymgt.com (2012) identified a number of sectors that FM operates in and some of 
the services provided as:  
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• Real estate - Employing skilled labour, acquiring good suppliers, reducing material 
costs.  
• Retail and shopping malls - Infrastructure management, power management, 
safety issues, dusting, cleaning and other miscellaneous needs.  
• Offices - Building and ground management, maintenance of building, furniture and 
furnishings, interior decoration services, etc.  
• Sports complexes - Maintenance of sports complex, equipment, necessary 
preparation for practice sessions and competitions (marking up sports fields, setting 
up of equipment, bleachers, chairs, etc.) and security.  
• Schools - Maintenance of playgrounds, landscaping, toilet cleaning, lighting, 
acoustics, furniture, transportation, food services, cleaning, etc.  
• Hospitals - Improving procurement of drug supplies, equipment, clinical units, etc.; 
building maintenance, waste management and pest control.  
• Other kinds of facilities include restaurants, bars, movie theatres, banks, etc.  
 
Housing is however omitted from this list, as it is a relatively new area of activity for FM. 
Schindler (1998) revealed that FM practices of each organisation, even in the same 
business, could be differently influenced by culture, business objective and nature of 
that organisation. Although there are common themes and approaches to FM, 
regardless of the size and location of buildings, however, these may not necessarily 
result in common solutions to problems (Atkin & Brooks, 2000). 
 
Lo (2000) identified eight different roles for FM (figure 2.5). These roughly reflect the 5 
main roles for FM identified by the Nordic FM (2003) in figure 2.6. These are however 
headline functions at the strategic level. At tactical and operational levels the scope of 
FM grows bigger. 
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Figure 2.5: FM Roles (Source: Lo, 2000) 
 
 
Figure 2.6: The content of FM (Source: Nordic FM, 2003) 
 
Pickard (2012) developed a mind map for FM roles, which identified the three main 
functional areas of management, services and property and broke down the FM roles 
under these. Chotipanich (2004) is of the view that the function, role and responsibility 
of FM tend to differ in different organisations and circumstances and therefore, FM 
practice could be described as ―case specific‖. Owen (1999) recognised FM as an 
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organisation-specific function that is based on a real business need, with its practice 
and arrangement particularly pertinent to the characteristics and contexts of the 
organisation. Consequently, Chotipanich (op cit) opined that the structure of FM in 
organisations will be influenced by two main factors, namely: i) internal factors including 
organisational characteristics, facilities‘ features and business factor; and ii) external 
factors including economic, social, environment, legislation and regulation, local culture 
and context. The nine core areas of FM as outlined by IFMA in Keane (2011) are as 
follows: long-range facility planning; annual facility planning (tactical planning); facility 
financial forecasting and management; real estate acquisition and/or disposal; and 
operations maintenance of the physical plant; telecommunications integration, security, 
and general administrative services (food services, records management, 
reprographics, transportation, mail services, etc). 
 
They are reflective of the FM scopes identified in Lo (figure 2.5) and by the Nordic FM 
(figure 2.6).  Kincaid (1994a) gives a valuable insight into the different rolesof FM (Table 
2.1). He emphasises the hierarchical dimension in the description of the scope of FM, 
grouped into eleven functional areas and twenty functional types. Kincaid‘s eleven 
functional areas (column 2, Table 2.1) are closely reflective of IFMA‘s list of functional 
groups (column 1, Table 2.1).   
 
Nutt (1994a) identified that FM responsibilities cover five primary types of resources: 
physical, spatial, environmental, human and financial, which again could be closely 
mapped onto the IFMA functional groups identified in column 1 of Table 2.1. He shows 
real estate and financial management being primarily concerned with financial 
resources. Clients (developers/owners/residents) management is to a high degree 
concerned with facilities‘ end-users. Spatial management deals with both environmental 
and spatial resources, while operation and maintenance roles are mainly concerned 
with either environmental or physical resources. Finally, renovation, rebuilding and 
expansion roles are to a large extent, concerned with physical resources. 
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Table 2.1: Scope and structure of FM (Adapted from: Kincaid, 1994) 
Functional Groups 
(1) 
Functional Areas 
(2) 
Functional types 
(3) 
1) Real estate and 
financial 
management 
1) Long range planning 1) Real estate strategy 
2) Plans on different time frames 
2) Annual facility planning  
3) Facility financial forecasting and 
budgeting 
4) Real estate acquisition and 
disposal 
3) Site acquisition 
4) Building acquisition 
2) Customer 
management 
5) User Support 5) User‘s perception 
6) User‘s participation 
7) User‘s satisfaction 
3) Space 
management 
6) Space management 8) Space management 
7) Operation and planning 
9) Interior planning 
10) Interior installation 
4) Operation and 
maintenance 
8) Routine operations 
 
11) Energy and media management 
12) Inspection 
13) Operation 
9) Maintenance 14) Preventive maintenance 
15) Repair maintenance 
5) Renovation, 
rebuilding and 
expansion 
10) Planning and design 16) Programming 
17) Architectural design 
18) Technical system design 
11) Renovation and construction 19) Renovation and construction work 
20) Management work 
 
 
Theriault (2011) in turn identified eight functional areas for FM (figure 2.7), further 
broken down into 45 functional types. Again these roles are reflective of other models 
presented, suggesting that the main categories of FM functions are limited and very 
similar. Sub-categories under these main functional areas may be varied. 
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Figure 2.7: FM pie (Source: Theriault, 2011) 
  
2.5  THE STRATEGIC IMPORTANCE OF FACILITIES MANAGEMENT 
Strategy is defined as ―the direction and scope of an organisation over the long term, 
which achieves advantage in a changing environment through its configuration of 
resources and competences with the aim of fulfilling stakeholder expectations" 
(Johnson, Scholes & Whittington, 2007). On their part, Nielsen, Jensen and Jensen 
(2009) define strategy as ―the (long term) plans made and the actions taken in an effort 
to help the organisation fulfill its intended purpose‖. It is the pattern or plan that 
integrates an organisation‘s major goals, policies and action sequence into a cohesive 
whole.  
 
According to Nutt (2002-03), strategy is needed to cope with the prospect of an 
unknown and changing future since it may generally be said that ―the further we look 
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ahead, the more uncertain we become‖. Nutt (op cit) opined that long term forecasting 
can only hypothesise about the future and that strategic planning aims to reduce 
uncertainty by choosing a preferred path and a reasonable long term direction for the 
development of the organisation. Featherstone and Baldry (1998) counselled that 
facilities strategy must be current and relevant to the operational environment; and also, 
the adopted strategy should be readily understandable and spur people to action. 
Alexander (1994) stated that the FM strategic role entails: formulating and 
communicating a facilities policy; planning and designing for continuous improvement of 
service quality; identifying business needs and user requirements; Negotiating service 
level agreements; establishing effective purchasing and contract strategies; creating 
service partnerships; and systematic service appraisal quality, value and risk. 
 
Atkin (2003) argued that FM strategy must reflect the organisation‘s business 
objectives, needs and policies, as well as practicalities, such as its current real estate in 
general and space in particular. According to Atkin (op cit), a strategy (or business plan) 
for FM should consider the need(s) of the organisation, differentiating between core and 
non-core business activities; identify effective and manageable processes for meeting 
those needs; establish the appropriate resource needs for providing services, whether 
obtained internally or externally; identify the source or the means to finance the strategy 
and its practical implications; establish a budget covering short term needs and best 
value over the long term; and recognise that management of information is key to 
providing a basis for effective control of FM. 
 
In simple terms, the aim of strategic FM is to achieve a strategic fit between core 
business needs and the provision of FM and the physical infrastructures. Therefore, it 
can be said that the starting point for managing facilities is the organisation‘s business 
plan and its FM strategy. These should be up-to-date and used to determine the nature 
and level of support services. The Scottish Higher Education Funding Council (2000) 
stated that organisations that want to gain the benefits of FM need to adopt a planned 
approach that takes into account management input, evaluation of options, 
implementation costs and periodic reviews among others. Accordingly, the three 
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dimensions to developing such an approach are strategic, tactical and operational 
(Then & Akhlaghi, 1991; Barrett, 1995; Joudah, 1996; Scottish Higher Education 
Funding Council, op cit; and Nutt, 2002). 
a) Strategic: The main issues here relate to setting the overall framework for FM, 
including the vision, purpose and culture of the organisation. An essential task is to 
establish a rationale that guides the management. The organisation can then apply 
the rationale systematically to identify clearly how services may contribute to 
business success. Organisations will want to decide what services and physical 
resources to include in their FM arrangements. For example, should they cover all 
the physical resources of the organisation, which may be owned outright, leased, or 
rented? Similarly, support services may be provided by in-house staff or external 
contractors.  
 
b) Tactical: The tactical level focuses on developing appropriate policies and systems 
to establish what is needed, including issues relating to quality, value and risk. This 
requires a planned approach - that is, an evaluation of options, provision of 
resources and input of management time. The roles and responsibilities of 
stakeholders will also require definition, within a structure that clarifies the roles of 
clients, customers, users, service providers and suppliers. Also important are 
considerations of quality (fitness for purpose), value, cost and price. Value relates to 
the performance standard that is achieved through adopting a quality approach. 
Standards should be agreed, for operating procedures as well as service 
performance, to ensure that customers‘ needs are met. 
 
c) Operational: The operational level will involve using the agreed systems, monitoring 
results and taking appropriate action to secure and maintain the desired targets and 
standards. It also requires investment in staff training and development; 
consideration of the options for change; and the definition of appropriate 
management structures and service standards. According to Relu (2011), excelling 
in operational processes is a significant aspect of FM that ensures that, ―people can 
start work in the morning, that a building is protected and that everything is tidy. In 
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particular, a manager must have a trained eye for what people want in order to excel 
in FM‖. 
 
Table 2.2 shows Then and Akhlaghi‘s (1990) classification of FM tasks. The critical 
components of FM include planning, providing and maintaining the assets that supports 
the endeavours of people and what they do. To successfully achieve the desired 
results, Facilities Managers must be equipped with knowledge of facilities and 
management to carry out their integrated support roles. 
 
Table 2.2: Classification of FM tasks (Source: Then & Akhlaghi, 1990, p.45) 
FM Class Executive 
Responsibilities 
Management roles Project tasks 
Strategic  Mission 
statement 
 
 Business plan 
 Investment appraisal 
 Real estate decision 
 Premises strategy 
 Facility master plan 
 Planning IT strategy 
 Strategic studies 
 Estate utilisation 
 Corporate standard 
 FM operational 
 Structure corporate benefit 
Tactical   Corporate 
structure 
 
 Procurement 
policy 
 Setting standard 
 Planning change 
 Resources 
 Management 
 Budget management 
database control 
 Guideline document 
 Project programme 
 FM job description 
 Data Base structure 
Operational  Service 
delivery 
 
 Quality control 
 Managing shared facility 
 Building operations 
 Implementations 
 Audits  
 Emergencies 
 Maintenance 
 Procurement 
 Post occupancy audit 
 Furniture procurement 
       
Joudah (1992, 1993, 1995) indicated that FM is not just dealing with records and 
inventories of facilities and their maintenance schedules at an operational level, but a 
total set of processes that operates at the three levels demonstrated in Table 2.2. 
Consequently, the scope of FM should include all the three levels of the decision 
pyramid of the FM organisation as depicted by Svensson (1998) shown in Figure 2.8 
below. 
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Figure 2.8:  The decision pyramid of an FM organization (Source: Svensson, 1998) 
 
FM is management led, therefore, operational activities are expected to follow directives 
from the top. Operational and strategic concerns are interrelated and must be 
developed in parallel (Nutt, 2002) to address both existing and outsourced supplies.  
Strategy is the compass which leads toward appropriate facilities development. Tactics 
and operations are the practical means of propelling the organisation toward its 
objectives. These functions are mutually dependent; therefore, a good relationship 
between them helps the organisation move toward its goals peacefully, safely and 
under a stable work environment.  
 
Kincaid (1994b) opined that these three disparate sets of complementary activities 
(strategic, tactical  and operational activities) can be effectively integrated only with an 
impressive array of different skills, a vast information base, and a full management 
range which covers everything from routine operations to long-term strategy. In this 
regard, Kincaid (op cit) reckoned that the three distinctive characteristics of FM are: 
a) FM takes a support role within an organisation, or provides a support service to the 
organisation; 
b) FM must link strategically, tactically and operationally to other support activities 
and primary activities in order to create value; and 
c) The managers must be reasonably knowledgeable in terms of facilities and 
management Integrating FM in an organisation. 
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FM managers need to have an intimate understanding of how the organisation works 
(Kincaid, 1994). In the creation and implementation of FM strategy, the planners need to 
understand all dimensions of the organisation, which according to Nutt (2002, 2003) 
should include the purpose of the organisation, its vision, mission, objectives, core 
competency and goals; the processes of work, operations and projects; the 
environmental context, organisational behaviour, culture and market and the product(s), 
infrastructure, property and facilities. Worral et al (1996, p.475) indicated that the 
strategic process comprises of a number of steps including: the statement of 
organisational values and key strategic aims; conducting strategic analysis of the 
external and internal environment; producing an interpretation of the results of analysis 
against the core values and aims; distilling and evaluating options; making strategic 
choices and defining priorities; setting corporate direction as a context for the 
development of other plans and programmes; formulating budgets and resource 
deployment plans to reflect corporate priorities; formulating service plans to reflect 
strategic intentions; implementing plans, programme; and monitoring, reviewing and 
managing performance per se as an input to the organisational learning process. 
 
Some of the benefits of taking a strategic approach to FM are (Alexander, 1992; 
Freeman, 1984 & Knap, 2011): 
a) Cost savings: Buildings and land are usually the second largest expenditure of any 
business (second only to labour). By effectively implementing sound FM practices, 
a business can save huge amount of money annually. These measures include 
keeping all building systems and equipment up to date and running efficiently, and 
maintaining security. This will save the company money in the long run by reducing 
utility costs, eliminating expensive emergency service calls and lawsuits.  
 
b)  Occupant retention: It is far easier to keep an occupant than to find a new one. By 
paying attention to occupant and visitor concerns about such things as room 
temperatures, building owners and managers show they want to keep them 
satisfied. 
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c)  Code compliance: Today's society is more litigious than ever and government 
standards are always changing. An effective FM system, by documenting 
operations, can serve as evidence that the company concerned is striving to 
provide a safe environment. This documentation can be very important if a lawsuit 
were to arise. 
 
d) "Green" image: Not only is eco-friendly FM important for conserving natural 
resources and reducing pollution, it can also be a major selling point. While it will 
likely be the main drawing card for attracting customers, pointing out that your 
company strives to maintain "green" operations in its building and grounds will 
impress potential customers.  
 
e) Personnel retention: Everyone is more productive when they work in a safe, 
comfortable environment. Through effective FM, it will be possible to attract and 
retain the best employees, by providing the right environment and suppprting 
structures to enable workplace productivity. 
 
f) Higher productivity level. Profitability will probably increase for a business that 
maintains its facilities. Staff will be more willing to work harder in a safer, more 
comfortable environment. A well-maintained site will attract employees who are 
willing to work harder. The more labour that gets done in a shorter period of time, the 
less money spent on labour.  
 
g) Safety: No one wants to be in an environment  under constant threats, whether it be 
from accidents, thefts or violence, it therefore pays to establish and maintain 
effective and up-to-date FM. A business will be able to prevent getting lawsuits by 
creating a safe environment with the help of a corporation that maintains facilities. 
There will be less accidents, break-ins, and violence with a safe site. If someone 
gets injured on a business's site due to lack of up-to-date facilities, the business will 
be the target of many lawsuits.  
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i) Health-care costs: Businesses incur huge losses each year in sick time and health 
care costs. Effective FM may prevent sick building syndrome, eye strain, carpal 
tunnel syndrome, back pain and a host of other ills. Effective FM would save health 
care costs and employee downtime. 
 
j) Resale value: If and when the time comes for a facility to be sold, the building owner 
will likely get a far better price where the facility being put on sale has been well-
maintained. Not only this, it may also be possible to sell quickly. Many people say 
that a house with a great lawn sells better. Well, the same concept can be applied to 
businesses. When someone wants to purchase a business, they will go after the one 
that looks better. Although facilities may cost a lot to maintain, they will eventually pay 
for it in the future.  
 
k) Businesses are able to focus on core functions: FM approach assist in the 
achievement of corporate objectives by enabling efforts and energy within business 
centres to be concentrated on core business activities by placing non-core (support) 
business functions under a single point of management control. 
 
l) Optimum utilisation of resources: Effective FM ensures that the resources of an 
organisation or company are properly utilised to the best use in order to achieve 
their goals and objectives for the progress of the company. Furthermore, FM make 
flexibility possible in business processes; provide expert assistance, better services, 
management of data using business intelligence which facilitates decision making, 
compliance to agreements, laws and contracts, project enhancement, improved 
customer satisfaction and brand loyalty, among others.  
 
m) Preservation of building: when building structure is well maintained; it elongates 
the lifespan of such building. 
 
n) Customer satisfaction: As indicated by Grimsley (2015), customer 
satisfaction measures how well the expectations of a customer concerning a 
product or service provided by a company have been met. In customer 
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relationship management, Rouse (2008) argued that customer satisfaction (CSAT) 
is a measure of the degree to which a product or service meets the customer's 
expectations. In FM and housing management practice, the central issue in CSTA 
would be to render effective service in line with the service level agreement (SLA) 
such that promised service reasonably meets expectations. The Facilities 
Management Society (TFS, 2014) defined SLA as, 
 ―a statement of intentions existing between the service provider and the 
customer – the recipient of the service – setting out a specified level of 
service. The agreement is formalised by producing a document that 
describes the following: 
o name of each party; 
o roles and responsibilities of each party; 
o scope of services that are to be provided; 
o quality and performance-related targets; 
o time-related targets;  
o prices and rates; resources required;  
o method of communication and interaction between customer and 
service provider; and 
o change procedures. 
 
The Royal Institution of Chartered Surveyors (RICS, 2011) stated that any FM strategy 
needs to support the business requirements of an organisation and that Facilities 
Managers need the skills and competencies necessary to understand and translate the 
organisation's business and real estate strategy into a coherent and effective FM 
strategy. By aligning with an organisation's core business strategy, a properly 
constructed FM strategy can provide genuine commercial returns as well as ensuring 
compliance, therefore protecting the organisation and helping to provide a significant 
contribution to corporate social responsibility and for the environment. The core thrust, 
therefore, of any FM strategy should be towards supporting and improving the 
effectiveness of the organisation's primary activities, making substantial financial or 
service improvements as deemed appropriate.  
 
Furthermore, RICS (op cit) indicated that the maximisation of business efficiency within 
the context of FM strategy includes issues such as: ensuring the improved business 
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reliability and sustainability of the host organisation; ensuring that the organisation is at 
all times protected in terms of contractual and statutory compliance; optimising 
spending, whilst improving asset value; achieving continued improvements in service 
delivery; increased transparency and information; innovation in delivering according to 
standards set by the organisation; and enhancing governance and risk management. 
Therefore, a clear understanding of these issues will help shape the appropriate FM 
strategy and plans, and supports the use of the processes and operations most suited 
to each organisation in the use of its existing facilities. Johnson & Scholes (2007) 
emphasised that each aspect in itself is important, but none is adequate alone. The 
Facilities Manager who aspires to manage or influence his organisation‘s strategic plan 
must be able to see the bigger picture. Therefore, a perception of the whole, rather than 
just the parts, becomes crucial. The Building Works (2010) indicated that strategic 
facilities management (SFM) fills the gap between human resources management and 
FM. SFM recognises that organisation cannot make decisions about their facilities in 
isolation from other processes due its interwoven characteristics as illustrated in Figure 
2.9. 
                 
 
Figure 2.9: Strategic Facilities Management (SFM)  
(Source: The Building Works, 2010) 
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Strategy is needed to cope with the prospect of an unknown and changing future since 
it may generally be said that ―the further we look ahead, the more uncertain we become‖ 
(Nutt, 2002, 2003). This implies that long term forecasting can only be hypothesised 
about the future even though strategic planning is targeted at reducing uncertainty by 
choosing a preferred path and a reasonable long term direction for the development of 
the organisation.  According to (Nutt, op cit), strategic overviews have two objectives, 
namely: 
 Negative aims (reactive): to reduce risk and constraint and to avoid failure and 
undesirable outcomes; and 
 Positive aims (proactive): to increase opportunities and advantages; to achieve 
success; to increase value; and to achieve desirable outcomes. 
 
Wei (2007) outlined the three main stages in the development and achievement of a 
workable strategy for FM. These are: 
a) Analysing requirements: This analysis will help establish a thorough 
understanding of the present state of the organisation‘s real estate and FM. This 
means assembling all material facts including the organisation‘s objectives, needs 
and policies (from the business plan); physical assets and space utilisation 
achieved (from the space/accommodation strategy); a review of resources, 
processes and systems to provide a broad picture of the current provision of 
services; and a cost analysis.  
 
b) Developing solutions: Once information from the analysis stage has been 
assembled, a robust and structured approach to the interpretation of the information 
can be adopted. It is essential that the interpretation of information derived from the 
analysis is open and allows new ideas and innovative solutions to be developed. 
The recommended approach is generating options; assembly of criteria for judging 
options; valuating options; and selecting preferred option, that is the organisation‘s 
actual FM strategy.  
 
c) Implementing solutions: Policy statements can be developed into operational 
plans and implemented through a process that is capable of managing change. The 
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change management process should be undertaken adopting best practice in 
human resources management. The implementation plan should include 
programmes, milestones, performance measurement and risk analysis. The risks 
taken to successful implementation should be identified and responsibilities for 
managing these assigned. In summary, the plan should encompass people and 
systems, communication, resource planning and procurement/purchasing. 
 
2.6  THE STRATEGIC ROLE OF FACILITIES MANAGERS 
Dictionary of Construction (2014) defined a Facilities Manager as a ―professional who 
coordinates the planning, design, and management of a facility, including its systems, 
equipment, and furniture. A Facilities Manager helps an organisation meet its long-term 
strategic and operational objectives while daily maintaining a safe, efficient 
working environment‖. Nielsen, Jensen & Jensen (2009) stated that FM concerns the 
mediation between the demands of the primary activities in an organisation and the 
supply of facility services from internal and/or external providers and that the interaction 
between the demand and supply side takes place at strategic, tactical and operational 
levels. On the demand side, the organisation is represented at strategic level by a client 
that procures facility services by means of a Service Level Agreement (SLA); and on 
tactical level by a unit that specifies and orders the delivery of the facility services within 
the terms and condition of the FM agreement. The end users represent the operational 
level of the demand side. 
 
Managers give direction to their organisations, provide leadership, and decide how to 
use organisational resources to accomplish the set goals (Drucker, 1979). This implies 
that there are two facets to a Facilities Manager‘s task. One is strategic with eye to the 
future through anticipation in meeting future needs (Waardhuizen, 1999). A strategy (or 
business plan) for FM should consider the needs of the organisation, differentiating 
between core and non-core business activities; identify and establish effective and 
manageable processes for meeting those needs; establish the appropriate resource 
needs for providing services, whether obtained internally or externally; identify the 
source of the means to finance the strategy and its practical implications; establish a 
budget covering short term needs and best value over the long term; and recognise that 
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management of information is key to providing a basis for effective control of FM. The 
other is operational, that is, the continuous provision of facilities and services in order to 
support both the employees and the organisation as a whole. As Waardhuizen, op cit) 
puts it, operational FM focuses on preventing damage and maintaining buildings and 
installations in good condition, and security; providing facilities and services to 
employees –internal customers; and creating and maintaining a comfortable and 
efficient working environment. 
 
BOMI International (2002b) and Relu (2011) outlined the roles of Facilities Managers to 
include the following: 
i) Business leader – A Facilities Manager needs to understand the core business 
of his or her company and to speak the language of business. This means that 
he or she should understand the company‘s goals and how best to support them. 
ii) Environmentalist: Environmental issue should be made part of the 
organisation‘s mission and Facilities Managers will need to ensure a clean record 
on environmental issues to enhance good business practices. In this regard, 
Facilities Managers should also play a role in lowering the risk of environmental 
liability in an effort to protect the company‘s bottom line and reputation. Facilities 
Managers should also create environmental awareness among the organisation‘s 
staff and management. 
iii) Financial manager: A Facilities Manager has to possess financial management 
skills to assure auditors that the firm is spending money efficiently and adhering 
to the budget as closely as circumstances permit. 
iv) Information manager: Facilities Managers need to capitalise on the value of the 
data they routinely collect and store to help corporate management make sound 
decisions. 
v) Mentor of resources – A good Facilities Manager helps to make participatory 
management easier and more rewarding for both the employees and the 
organisation. 
vi) Networker: A successful facilities manager actively builds a broad professional 
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and business network both inside and outside the company. A facilities manager 
needs to understand the market, evaluate the company‘s performance in that 
market, and build contacts that may be needed in the future. 
vii) Spokesperson: Facilities Managers have to assume the responsibility for public 
relations and customer education. A good facilities management spokesperson 
will use terms and analogies that make sense to other sectors of the business 
world. 
viii) Strategic business planner and implementer: An organisation can optimise its 
FM function by including the Facilities Manager in all strategic business planning. 
 
2.7  STAKEHOLDERS ROLES IN FACILITIES MANAGEMENT 
A ‗stakeholder‘ is defined as any group or individual who can affect, or is affected by the 
achievement of an organisation‘s purpose (Freeman, 1984). Other definitions include: 
people or organisations that are concerned about, affected by, have a vested interest in, 
or are involved in some way with the issue at hand and/or the ability to influence its 
outcome, either positively or negatively (Gibson, et al., 2002; International Finance 
Corporation, 2007; and Pickard, 2010). Gibson (op cit) explained that ―vested interest‖ 
means having possession of one or more of the stakeholder attributes of power, 
legitimacy or urgency for their claims upon the facility. These are individuals and 
constituencies that contribute to its wealth-creating and activities and that are therefore 
its potential beneficiaries and/or risk bearers (Post, Preston and Sachs, 2002); or 
a person, group or organisation that has interest or concern in an organisation 
(Businessdictionary.com, 2014). Simply put, a stakeholder is any individual or group 
with an interest in the organisation (The Facilities Society, 2014). 
 
Sun (2014) argued that stakeholders need not necessarily be equity shareholders; they 
can be the employees who have a stake in the organisation‘s success and/or the 
incentive for its products to succeed. They can also be business partners, who rely on 
the organisation‘s continued existence and successes to keep the supply chain going. 
Mitchell et al (1997), Philips (2003), Phillips et al., (2003), Walters and Kitchin (2009) 
opined that stakeholders should be identified. The need for this identification, according 
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to Post et al (2002) and Friedman (2006) is to enable the organisation ―create long-term 
competitive advantage and organisational wealth‖, and to this end, such organisation 
must manage these stakeholders‘ relationships as part of the organisation‘s strategy. 
This is important because, the ‗stake‘ that each of these different individuals or groups 
has in a project or investment will vary; and not all stakeholders in a particular group or 
sub-group will necessarily share the same concerns or have unified opinions or 
priorities (International Finance Corporation, 2007). ‗Mapping‘ is one way through which 
organisations can identify stakeholders from within the organisation (Walters and 
Kitchin, op cit). Olander and Landin (2005) suggested that a mapping exercise will 
enable the organisation to identify which stakeholders are important and whether they 
will benefit or hinder a major project. In this regard, they adopted the power/interest 
matrix of Mendelow (1991) to rank stakeholders based on the ―level of power they wield 
and the level of interest that they have in the operations of the organisation‖. Walters 
and Kitchin (op cit) further indicated that ‗stakeholders‘ who rank high in both areas are 
deemed to have a significant relationship with the organisation (Feurer and 
Chaharbaghi, 1996).  
 
The essence of this identification of different stakeholder groups is to help an 
organisation determine what type of stakeholder management strategy will be required 
for each group. Low and Cowton (2004) as cited in Walters and Kitchin (op cit) outlined 
two specific techniques that could enable firms to manage stakeholder relationships; 
these are: 
 stakeholder engagement requires an organisation to meet and consult with 
stakeholder groups, but at the same time they have little influence on corporate 
decision-making; and 
 stakeholder participation involves a more inclusive management strategy allowing 
stakeholder groups to be actively involved in decision-making and integrating them 
within the governance structures of an organisation. 
 
As indicated by the International Finance Corporation (2007), ―companies are beginning 
to engage with stakeholders at a much earlier stage of a project than in the past and 
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this practice enables a proactive cultivation of relationships that can serve as ―capital‖ 
during challenging times‖. 
2.7.1  Identification of Stakeholders in Facilities Management 
The Facilities Society (2014) indicated that stakeholders are not the same but 
organisation dependent. However, Fellows and Fellows (1990) identified two broad 
categories of stakeholders in the built environment, which they called ―building 
professionals‖ and ―building users‖; which they latter sub-divided into three groups, 
namely: owners, operators and customers. Gibson et al., (2002) and Markwell (2010) 
however grouped stakeholders into two – internal and external. Gibson, et al., (op cit) 
opined that both have legitimate interests, which could be seen from different 
perspectives. It is therefore crucial to appropriately identify and classify the stakeholders 
in any organisation because, ―every business takes a different approach to 
stakeholders‖ (Sun, 2014). These views are indications that stakeholders classification 
would depend on the organisation and its business interest. In this thesis, Gibson, et al 
(op cit) and Markwell (2010) classification was adopted due to its broadness and 
every stakeholder will readily fit into either ‗internal‘ or ‗external‘ depending on their 
respective roles in the FM process. For example, internal customers could be regarded 
as business owners, employees and in-house FM team; while visitors, contractors and 
consultants would constitute external stakeholders.        
 
Jones & Jowet (1998:p.5) and Kwok & Warren (2005) stated that FM ―must consider the 
needs of all building users, together with the situation of others who may be affected by 
the management of the building‖. Alluding to the management theory, Kwok & Warren 
(2005) indicated that it could be a presumption that stakeholders … ―will have different 
aims, interests, aspirations, competitors, levels of satisfaction and information at their 
disposal‖. This being the case, the Facilities Manager will have to ―accept these 
disjunctions‖ and ―negotiate workable symmetries into operating situations‖. 
 
Pickard (2010) suggested that understanding the needs and wants of stakeholders is 
central to the development and delivery of a successful facility. In his view, by analysing 
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the rights and responsibilities of each stakeholder group and identifying their different 
expectations and perceptions, any conflicting demands and improvement opportunities 
could be identified. He further stated that the ―needs‖ of a stakeholder are the things 
that they actually require in order to be effective and/or comfortable. What a stakeholder 
―wants‖ can be far more complex bringing into play issues like service and proactive 
innovation. Expectations and perceptions are directly related to communication activities 
and need careful and sustained management focus (Pickard, op cit).  
 
The challenge for the FM team therefore, is how to satisfy the different responsibilities 
they have to render to these varying stakeholders without compromising the interest of 
the others. Pickard (op cit) reiterate further that identifying the ―rights‖ of a stakeholder 
means establishing what an individual or a group of individuals might reasonably expect 
from the FM team. This would cover issues like conducive and safe environment 
whereas ―responsibilities‖ would mean the obligations of the FM team to the different 
groups or individuals who come into contact with them; it means what the FM team 
would be reasonably expected to provide to these groups or individuals. This will 
naturally include compliance with contractual issues (service level agreements) 
including delivering on functional infrastructures; rendering efficient services; providing 
conducive, safe and secured environment; among others. 
 
2.8  FACILITIES MANAGEMENT STAGES  
Atkin and Brooks (2003) outlined the stages of FM as follows:  
 Planning stage: This process involves identification of user‘s needs and an 
agreement on service level. Identification of user‘s need may involve analysis of 
stakeholders in an organisation to identify their requirements. The service 
requirement of the customers, employees, shareholders and creditors, collaborators 
and suppliers, community and society including government will have to be 
identified through the established methods of information gathering such as 
questionnaire administration, interview, etc. a skilled facility planner should be able 
to analyse the information collected to determine the level and quality of services 
required by the stakeholders. The level and quality of services will form the basis of 
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agreement of service level between Facilities Manager and the owner. Therefore 
facility planning will set out policies in all aspects of property, space, environmental, 
health and safety support services. Figure 2.10 below aptly demostrate the planning 
issues and other related issues in the stages of FM.  
 
Figure 2.10: FM Process Model  
(Source: Svensson, 1998; The Facilities Society, 2014) 
 
 Plan implementation: This has to do with the application of the principle of FM to 
execution of the policies. Application of the techniques of total quality management, 
value management and risk management to policies implementation is paramount 
to facility plan implementation. The implementation stage completes the strategy 
development process through the establishment of an implementable plan that 
incorporates the key elements of procurement, training, and importantly, 
communication. 
 
 Performance Evaluation: This entails comparing the qualities of services provided 
with services standard level. Among the criteria for performance evaluation include: 
o Objectives of the organisation: The degree to which the services have 
contributed to the achievement of strategic objectives of an organisation is an 
indication of its performance. 
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o Financial indicator: This entails yield, ratio of profit/turnover, etc., which may 
be used for performance evaluation. Performance evaluation will be a 
continuous process so that high standard can be maintained at all times. 
o Stakeholders’ response: This kind of response got from the stakeholders will 
indicate the performance. Positive responses indicate good performance while 
negative response indicates poor performance. 
 
2.9  FACILITIES MANAGEMENT PROCESS 
FM processes involve process management, stakeholder/relationship management, 
programme management, resource management, (figured 2.11); business planning, 
implementation, lifecycle management, and health and safety, legal and environmental 
management (Fleming, Lee & Alexander, 2008). ISO 9001: 2000 defines process as a 
set of interrelated or interacting activities which transforms inputs to outputs. Anjard 
(1998) and Hamid, Baldry & Alexander (2008) describes a process as a series of 
activities (tasks, steps, events, operations) that takes an output, adds value to it, and 
produces an output (product, service, or information) for a client. According to Fenker 
(2004), FM is a process that ensures that buildings and other technical systems support 
the operations of an organisation. Undoubtedly, these activities require adequate 
allocation of resources such as people and materials. This activity zone will dictate how 
the process is developed, managed and executed. Amaratunga et al (2008) indicated 
that an organisations process involves groups and teams of people, and that in 
achieving a disciplined process shared by the whole organisation, the process needs to 
be established or ―institutionalised‖. This becomes expedient because without 
organisation-wide established processes, every individual would follow his or her own 
way of performing a task and thereby leading to confusion, if not total chaos. On the 
other hand, in organisations where common processes are institutionalised, staffs 
perform the process painlessly, smoothly and in harmony with each other. The process 
itself becomes invisible or transparent because it simply becomes the natural way of 
performing business activities. 
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Figure 2.11:  Five key stages in the FM process 
(Source: Atkin & Björk (2008, p.20) 
 
In relating ‗process‘ to FM, Hinks and McNay (1999) and Amaratunga et al (2008) 
respectively stated thus: ―The process is seen as a disciplined way of conducting 
business. In contrast to functional definitions, a process perspective in FM is focusing 
on the tasks and activities that are taking place internal to the FM organisation. The 
emphasis is on how the work is done, rather than the functional responsibilities.‖ 
 
Still on ‗process‘, Aouad et al (1998) and Hamid, Baldry & Alexander (2008) reiterated 
that FM is a co-ordinating process-based function, a high level of management process 
capability is central in improving FM and business capability. FM processes are initiated 
by the demand of primary processes like usable space, functional equipment, relevant 
services on a specified service level, etc. Figure 2.12 below shows the relationship 
between the Core Business and the FM Processes. 
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Figure 2.12:  The relationship between the Core Business and the FM Processes 
(Source: Svensson, 1998) 
 
In the hierarchy, FM functions and their processes are generally considered to have two 
fundamental aspects which were general management planning including control 
function and a specific or identifiable FM function (Hamid, Baldry & Alexander, op cit). 
In their study, Fleming, Lee & Alexander (2008) clustered FM activities into activity 
zones; these activity zones include: the relationships of all the stakeholders to the FM 
process; the issues relating to the FM programme such as quality and risk; resources 
management; business planning, development and implementation issues; lifecycle 
issues; statutory compliance and social responsibility and process management issues. 
Fleming, Lee & Alexander (op cit) went further to provide the following insights into 
these FM activity zones: 
 
i) Stakeholder (relationships) management: This activity zone acts on behalf of 
the stakeholders to ensure that FM is undertaken in the most effective fashion. The 
activities that it consists of are: Stakeholder identification, classification and 
management, stakeholder relationship management (community relationship 
management, customer relationship management, client relationship management, 
user relationship management and human resource relationship management). 
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ii) Programme management: Once a programme of activity occurs, this activity zone 
undertakes all required programme management activities and ensures all 
programme and project tools are selected and implemented correctly. The 
activities that it consists of are: quality management, value management, risk 
management, performance management, media management, ICT management, 
knowledge management and project management. 
 
iii) Resource management: Programmes of FM activity require adequate resourcing. 
This activity zone manages these resource requirements. The activities that it 
consists of are: financial management, asset management, maintenance 
management, procurement and logistics management. 
 
iv) Business planning and development: Effective FM must be undertaken in 
alignment with the business it is supporting. This activity zone deals with all 
aspects of business planning and development. The activities that it consists of 
are: business planning, business development, change management, and 
business strategy. 
 
v) Implementation: This activity zone manages the implementation of the FM 
programmes. It primarily focuses on the activity of service delivery management. 
 
vi) Lifecycle management: It is important to consider lifecycle issues to ensure that 
decisions taken in the short term do not negatively impact on decisions taken in the 
long term. This activity zone assists in the transition stages between planning and 
implementation. The activities that it consists of are: strategic, tactical and 
operational management, innovation management and benefits realisation 
management. 
 
vii) Health, safety, statutory, legal and environmental management: At all stages 
of the FM process it is important to ensure that statutory requirements are 
complied with. In addition it is also important to consider that social and 
environmental considerations are observed. This activity zone considers all 
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aspects of health and safety management, legal/statutory requirement, regulatory 
management, standards and corporate social responsibility (CSR) management. 
 
2.10   FACILITIES MANAGEMENT PROCUREMENT MODELS 
FM strategy must reflect the organisation‘s business objectives, needs and policies, as 
well as practicalities, such as its current real estate in general, and space in particular. 
The strategy should include descriptions of the approach to measuring how the 
business objectives and needs have been met. The selection of the approach through 
which service provision will take place should be based on the ability of that approach to 
satisfy those attributes that an organisation considers most important to its success. 
However, as the circumstances of the organisation changes, the most appropriate 
option will be the one that can also accommodate such changes.  
 
The Facilities Society (2014) indicated two basic types of FM proccurement models 
widely recognised – these are: in-house provision and outsourcing.  
2.10.1  In-House FM services 
In-house FM provision (figure 2.13) occurs where an organisation uses directly 
employed labour to deliver FM services. Some specialist tasks such as mechanical, 
ventilation and lists may be out-tasked to specilaist providers.  
 
Figure 2.13: In-house FM department (Source: IFMA, no date) 
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One of the advantages of in-house provision of FM services is that the organisation 
retains control of the FM service. The main disadvantgae (apart from labour costs) 
occurs where the organisation does not have the competencies or capabilites to deliver 
certain services. 
 
2.10.2 Outsourcing of FM services 
Outsourcing is often viewed as involving the contracting out of a business function - 
commonly one previously performed in-house - to an external provider (Overby, 2007). 
Outsourcing occurs when a company purchases products or services from an outside 
supplier, rather than performing the same work within its own facilities, in order to cut 
costs. The decision to outsource is a major strategic one for most companies, since it 
involves weighing the potential cost savings against the consequences of a loss in 
control over the product or service. Successful outsourcing requires a strong 
understanding of the organisation's capabilities and future direction. Outsourcing can be 
undertaken to varying degrees, ranging from total outsourcing to selective outsourcing. 
Total outsourcing may involve dismantling entire departments or divisions and 
transferring the employees, facilities, equipment, and complete responsibility for a 
product or function to an outside vendor. In contrast, selective outsourcing may target a 
single, time-consuming task within a department that can be handled more efficiently by 
an outside specialist.  
 
Vendors providing outsourced services are generally grouped into two models:  
a) Business Process Outsourcing (BPO): This refers to a subset of outsourcing that 
involves the contracting of the operations and responsibilities of specific business 
functions (or processes) to a third-party service provider otherwise known as 
vendor. In the BPO model, major resources and assets are transferred from the 
company to the vendor. At least three business process outsourcing models can be 
identified; these are: 
i) Share service centre 
ii) Spin-off. This spin-off company leaves the parent company to specialise in 
certain activities which are outsourced by the parent company. 
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iii) Outsourcing to an external organisation 
 
b) Application Service Provider (ASP): Under the ASP model, vendors concentrate 
on providing selected services for multiple clients. 
 
The major difference between these two FM services vendors is that each one has a 
particular focus and/or point of entry into the market, particularly in the ASP space. 
There is also a wide range of pricing models and option. The good news is that there is 
a seemingly endless combination of service, pricing, and delivery, providing a solution 
for most situations.  
 
Although outsourcing can stimulate innovation and can present cost savings through the 
harsh realities of competition but it cannot be assumed to be the best approach in all 
cases. The merits of outsourcing each service must be considered until the optimal mix 
of outsourced and in-house provision is attained. A closer look at the arguments for, and 
against outsourcing, in general reveals that lower costs, higher quality and other desired 
effects arise through better access to knowledge of routines, front-line technologies and 
more efficient information systems. An external provider may be able to provide better 
careers and training for its staff, to identify equipment that is more efficient as well as 
finding internationally superior procedures for performing the work. A greater degree of 
specialisation among staff can be introduced, if their skills can be used for more than 
one client (Bröchner, 2001).  
2.10.3   In-House and Outsourcing Facilities Management Services 
Naturally, there will be reasons that could be adduced for op[ting to provide FM service 
either in house or by outsourcing. In deciding the preferred option, the organisation 
must decide the route that provides best value for itself in the long term. This is 
achieved by taking full account of the implications especially the true cost of all options. 
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Table 2.3: In-House versus outsourcing FM service  
(Source: BRT - The Business Round Table, 1997) 
In-House FM service delivery 
Reasons for in-house service delivery 
include: 
 commercial sensitivity of the 
organisation‘s business 
 continuity important for effectiveness 
in- service delivery 
 special needs that can only be met in-
house 
 organisation has invested significantly 
in existing services 
 hands-on control of services is 
important 
 dissatisfaction with external market 
supply 
 service required is not available in the 
marketplace 
 uncertainty over liabilities with transfer 
of staff arrangements to an external 
service provider 
 cost of funding a staff redundancy 
programme 
 political sensitivity to change 
 rationalised, well defined service and 
delivery processes are already in 
place 
 stable organisational structures that 
are unlikely to change 
 high risks to the organisation‘s core 
business, if services are disrupted or 
fail. 
Outsourced FM service delivery 
Reasons to outsource service delivery include:  
o concentration on the organisation‘s core 
business activities 
o employment costs, terms and conditions 
o best practice can be bought in for existing 
services 
o potential exists for reducing service costs 
o dissatisfaction with the quality of in-house 
service provision 
o reduction required in the numbers of 
organisational staff 
o reduction required in departmental structures, 
to maximise space 
o procurement policy favours contracting out 
o limited in-house purchasing capability 
o efficiency is increased by buying in technology 
and systems 
o flexibility needed to accommodate fluctuations 
in demand 
o need to share risks 
o better use of in-house manager‘s time by 
transferring some operational responsibilities to 
service providers, delegation to service staff. 
o operational management and services 
personnel readily available to cover absences, 
illness and so on 
o choice in the marketplace 
o viable business approach from service 
providers for alternative service delivery 
functions. 
 
2.10.4   Difference between Outsourcing, Pure Outsourcing and Out-tasking 
Outsourcing: According to Barrett (1995), outsourcing denotes one type of contracting-
out; namely, the process by which a user employs a separate company (the supplier), 
under a contract, to perform a function, which had previously been carried out in-house; 
and transfer to that supplier assets, including people and management responsibility. 
Outsourcing could also be described as inviting an outside vendor to provide a service 
that is hitherto performed in-house (Laabs, 1993); the transfer of routine and repetitive 
tasks to an outside consultant (Gibson, 1996); paying other firms to perform all, or part 
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of the organisation‘s non-core tasks or activities (Structural Cypernetics, 1996); and the 
transfer of FM functions to an outside firm. The organisation or firm manages the 
outsourcing contract rather than the entire FM functions (IFMA, 1999; Tuomela & Puhto, 
2001). 
 
Pure outsourcing is generally understood as a situation where the whole or a part of 
the business unit is transferred to an outside organisation. The outside organisation 
takes the responsibility of the human resources and financial issues of the outsourced 
units. The original owner then takes the role of a customer or client. In reality, the 
original organisation continues, at least in some ways, but the responsibility of the 
completed work is the responsibility of the service provider (Tuomela & Puhto, 2001). 
 
Out-tasking: This refers to work assigned to an outside supplier on a job-by-job basis 
(figure 2.14), usually involving a cost-plus arrangement. Out-tasking is the oldest form of 
contracting-out. In out-tasking, an external service provider is hired to provide the 
service. Out-tasking does not involve transfer of personnel and the whole business unit. 
It is hiring individual, specialised vendors to provide one or more FM functions 
(Kleeman, 1994). 
 
 
Figure 2.14: Out-tasked service contracts (Source: IFMA, 2003) 
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Whatever management structure that may be adopted by any organisation including 
those in the housing sector, an important element for effective FM arrangements is the 
‗informed client function‘. Here, the client requirements should be reflected in any 
procurement process irrespective of whether it is in-house or contracted out, in terms of 
corporate standards. The informed client function is a critical one, acting as the client 
representative for both internal and externally procured support services. It requires a 
thorough knowledge of existing arrangements, and of the organisation‘s (client) 
business, culture, values, goals and objectives. The informed client function also 
involves co-ordinating views within the organisation in establishing service level 
agreements, to define the service requirements from service providers (whether internal 
or external); and in formulating the organisation‘s corporate strategic plan (Scottish 
Higher Education Funding Council, 2000).   
 
To further ensure effective FM, it is essential to clearly define the service levels required 
against their strategic objectives, and to understand the important contribution made by 
these services to business success. Clear objectives based on stakeholders‘ needs and 
appropriate structures are not enough; all support services, whether internally or 
externally provided, ought to be subjected to periodical review. In addition, there should 
be procedures to test the market, benchmark services, and to maximise the use of the 
available resources.  Performance indicators could be developed to monitor and to link 
the individual service contributions for co-ordinated services (Scottish Higher Education 
Funding Council, 2000).   
 
The activities and responsibilities that constitute the informed customer function (ICF) 
are not only wide-ranging, but also essential to effective FM, irrespective of how 
services are purchased. According to Atkin (2003), the ICF covers: understanding the 
organisation, its culture and its own customers; understanding and specifying service 
performance requirements; managing the implementation of contracting out; minimising 
risk to the organisation‘s future; agreeing monitoring standards; manage service 
providers and contractors including monitoring their performance; benchmarking the 
performance of contracted out services; surveying internal and external customers for 
satisfaction with services; providing relevant management reports to customers; 
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reviewing service levels/requirements to ensure they still meet customer needs; 
developing delivery strategies with the service provider; agreeing changes to service 
requirements with the service provider; maintaining the ability to test the market and re-
bid service contracts; understanding the FM market and how it is developing; 
developing strategies for the organisation‘s FM; safeguarding public funds, where 
applicable; developing own skills through education, training and personal development. 
 
Developing service-oriented funding mechanisms, investing in staff training and 
management skills, and adopting quality and service standards are other issues that FM 
team need to consider. If FM is to develop further, the role of the Facilities Manager 
needs to be reflected more clearly in job descriptions, responsibilities and management 
skills. Contracting out services provision also brings with it many new responsibilities 
and risks for the organisation. Even so, managing services in-house does not escape 
these factors, since in-house managers may face new challenges in demonstrating that 
they are providing best value. Many risks come into play and these must be faced and 
handled in the most effective way if services are to deliver customer satisfaction (Atkin, 
2003). On their part, organisations or firms must act as informed customers if they are 
to be sure of deriving satisfaction from their Service Providers and of achieving best 
value (for money), whether those services are contracted out or retained in-house.  
 
2.10.5   Nature of Outsourced FM Procurement Models 
Barrett (1995) defines contracting-out as the generic term used to describe the process 
by which a user employs a separate organisation (the supplier), under a contract, to 
perform a function, which could, alternatively, have been performed by in-house staff. 
Contracting out refers to the concept of looking for expertise to handle certain business 
functions outside the existing organisation. The decision making process that 
management must undergo when considering contracting out, hinges on a ―make‖ or 
―buy‖ philosophy. More variables are brought into play when management considers 
contracting out a product or service that is currently being produced internally (Embleton 
& Wright, 1998). The term contracting-out is used very broadly in different situations. 
The term has different meanings depending on the type of contracting out. As 
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respectively described by Moran & Taylor (1997) and Tuomela & Puhto (2001), 
contracting-out is the natural result of specialisation and decision as to whether an 
organisation should make or buy to ensure the supply of goods or services necessary 
for an organisation‘s operation. 
 
Atkin and Brooks (2009) outlined three main types of contracting-out service providers. 
These ranged from the use of an external organisation or individual who manages the 
client‘s organisation own employees; or the appointment of a contractor to manage 
some or all service providers; and to an arrangement where all facilities are managed 
by an external entity offering a single point of responsibility. Under these three 
scenarios, contracted FM arrangements could fall under the following categories: (a) 
managing agent, (b) managing contractor, and (c) total FM company – see figure 2.15 
below. 
  
 
 
 
 
 
 
 
 
 
 
 
Figure 2.15: Three main types of contractual arrangement  
(Source: Atkin & Brooks, 2009) 
 
a) Managing agent: Under the managing agent FM contract, the organisation will 
outsource most or all services on contracts and will appoint a FM company as 
managing agent to manage these contracts on their behalf. Here the service 
contracts are between the client organisation and the service providers. The client 
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organisation is responsible for procurement and the FM managing agent will 
manage performance. Managing Agent Arrangement is adopted when the 
organisation has determined that it wishes to retain its own employees, but does not 
have the skill or expertise with which to manage them efficiently and effectively 
(Probst-Wallace, no date). By bringing in an external organisation to manage the 
facilities, the organisation is essentially appointing a client representative. This 
person will act almost as though he or she were part of the permanent 
establishment of the client organisation. Under this arrangement, contracts with 
service suppliers will be with the client organisation (Atkin & Brooks, 2009). 
Although the FM services are outsourced, the client organisation must maintain in-
house the knowledge and skill to procure and understand the delivery of FM 
services. This is sometimes referred to as an ‗intelligent client‘ function. To co-
ordinate services requests and collate data to manage performance, it is usual to 
provide a centralised call centre which will operate on some form of service 
management software. The call centre can be provided by the FM Company, a third 
party or the client organisation (Probst-Wallace, no date). 
 
b)   Managing contractor:  
 
Figure 2.16: Managing contractor (Source: Probst-Wallace, no date) 
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Under this contract, there is only one contract between the client organisation and 
the appointed contractor (figure 2.16). Under this model, the FM supplier will deliver 
services to the client organisation through a mixture of their own resources and a 
series of their own sub-contracts. The client organisation only has a single contract 
with the FM supplier. The FM supplier develops their own supply chain and 
manages the risk of service delivery across all services. Subcontractors will be 
under contract to the managing contractor and so will not have a contractual 
relationship with the client organisation. This means that organisations have a 
single point of contact with the contractor on all matters pertaining to service 
provision (Atkin & Brooks, 2009). Figure 2.17 can depict either the managing agent 
or managing contractor options. The dotted lines would represent the contract 
relationships between the client organisation and the various service providers in 
the managing agent option.  
 
 
c) Total Facilities Management (TFM) contract:  
 
Figure 2.17: Total FM (Source: Probst-Wallace, no date) 
 
This is a development on the managing contractor option whereby the FM 
Company will, through strategic partnerships, joint ventures, subsidiary companies 
or in-house resources, deliver all, or at least, most FM services to the client 
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organisation (figure 2.17). Thus, they will provide a total FM solution or ‗one stop 
shop‘ (Probst-Wallace, no date). In the TFM model, organisations are able to pass 
the full responsibility for managing their facilities to a single organisation for a fixed 
price. This does, however, require the client organisation to provide the contractor 
with sufficient scope to be able to manage the various services efficiently (Atkin & 
Brooks, 2009). 
 
2.11  EFFECTIVENESS OF FACILITIES MANAGEMENT  
Facilities management (FM) effectively combines resources and activities and thereby 
enabling the success of any organisation to integrate it in their operations. For instance, 
at corporate level, it contributes to the delivery of strategic, tactical and operational 
objectives. On a day-to-day basis, effective FM provides a safe and efficient working 
environment, which is essential to the performance of any business whatever its size 
and scope (BIFM, n.d.). According to Freeman (1984), businesses are doing everything 
they can to be cost-effective. However, they often cut FM, thinking it is too expensive 
but to the contrary, FM is actually a great savings for any company that engages in it.  
 
Department of the USA Army (2008) sees buildings and other facilities as resources, 
and like other resources, such as funds, people, equipment and time, they (facilities) 
must be managed to ensure that the right kinds and capacities are provided, maintained 
and retained. According to Umezuruike (1998), FM is not only relevant when real estate 
activities commence, or site acquisition on which the facility is to be developed. For it to 
be a success, it has to be a complete process involving all professionals in the FM team 
with each member having enough space and time within which they are to act and 
accomplish their tasks in the facility development and management process. The 
presence of Facilities Managers on ground at all times ensures that necessary 
coordination and leadership required are provided in order to accomplish results and 
achieve the set objectives and targets (Odiete, 1998).  Key functions of management as 
applicable to real estate are planning, organising, coordinating and control. In fact, one 
of the main functions of management is the control of devolved responsibility. According 
to Stapleton (1994), the most useful contribution of general management to property is 
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the theory of management by objective which was formulated in the early 1960s, the 
case for which has been strongly advocated especially in real estate operations and 
management.   
 
From the foregoing, it could be inferred that housing estates‘ management means the 
provision and control of a residential property with its related community facilities, to 
ensure its proper care, its maximum use and enjoyment, its optimum benefit to the 
landlord, tenant and other residents in the neighbourhood. Achieving these objectives 
entail the application of skill in caring for a property, its surrounding and amenities so 
that the housing estate may give the fullest satisfaction to its occupants. Thus, effective 
FM is therefore paramount to the residents of the various housing estates. This is so 
because a resident will always be looking forward to living in a serene environment, 
enjoying a courteous and efficient service in the form of prompt attendants to complaints 
by the FM staff, having an uninterrupted power supply,  having an effective and 
dependable security system, and efficient housing estate management.  
 
In general, Facilities Managers have responsibility for the maintenance of buildings, the 
complimentary infrastructures and ensuring the provision of services for the occupants. 
This involves monitoring, planning and anticipating what has to be done and also 
responding to emergencies. According to Lawal (1997), effective management starts 
with a clear understanding of the aim and objectives of the parent organisation. After 
this, the Facilities Manager must involve himself in a process by which a course of 
action is consciously chosen from available alternatives for the purpose of achieving the 
desired result. As part of his managerial duties, the Facilities Manager must envision the 
future through appropriate forecast, adequate planning, giving the necessary direction 
and proper coordination of the activities of all concern. In this regard, the functions of 
the Facilities Manager will entail the combination of all the available inputs – man, 
capital and materials for the purpose of producing outputs in the form of functional 
facilities and rendering impeccable services to the residents of the housing estate which 
he manages so that in the end, the estate owner‘s objectives is achieved. Management 
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is therefore the process of achieving an organisations set goal through a well-planned, 
well organised and well-coordinated procedure.  
 
2.11.1  Criteria for the Effectiveness of Facilities Management  
Christensen (2008) indicated that FM role is centred on four key principles namely: 
resources, assets, expectations and space. According to Christensen (op cit), these four 
are critical to the management of facilities for the following reasons:   
 
i) Resources: There will always be limited resources related to a facilities 
operation. This is largely due to the competing interests of the organisation and 
how they are addressing the needs of the organisation to deliver on the mission, 
vision and goal of the organisation. The resources to draw from are simply 
placed in three categories. These categories are operating budgets, capital 
budgets and special projects. The Facilities Manager‘s role is to optimise each of 
these budgets and provide the required services to the organisation. 
 
ii) Assets: The assets of the organisation from the FM perspective are the real 
properties, infrastructures, furniture and equipment. Each of these assets have a 
unique purpose to the organisation and they all need to be identified and 
addressed to keep the standard of the facilities at an operating level. Effective 
management of each of these varying assets can extend their useful life and 
provide a solid return for the organisation. 
 
iii) Expectations: Every Facilities Manager knows that there is a constant stream of 
expectations bearing down on the organisation. These expectations come from 
internal forces such as the Managing Director and employees of the organisation. 
The expectations also come from outside of the organisation and become a part 
of the brand of the organisation. The outside perception of the business can be 
linked to the facility and how well the facility is operated can often reflect on a 
customer‘s decision as to whether to buy the product, etc. It therefore behoves 
on the organisation to ensure cleanliness, functionality, reliability, performance, 
value, timeliness and quality in their operations. In this regard, the Facilities 
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Manager must recognise the expectations placed on him and this should propel 
him to perform at his best to meet those expectations and thus provide a positive 
atmosphere for his organisation. 
 
iv) Space: The space of an organisation can be very efficient in meeting the goals of 
the organisation or it can be detrimental to such organisation‘s success. Space 
ought to meet the needs of the organisation by being functional and provide the 
correct environment for the desired purpose. The Facilities Manager should 
survey his organisations use of space and work with the people occupying the 
space to determine if it is meeting their needs. Often some very minor fine-tunes 
in space utilisation can greatly improve the productivity of various departments 
and also improve the overall experience of customers. 
 
Sekula (2003) opined that the success of any Facilities Manager is not only anchored 
on how well he does his job but also how well he/she fits in. Therefore, it is important to 
understand the overall organisation and its culture. In getting started, there is the need 
to establish whether there is any long-range strategic planning in place, any updates 
and whether the plan is still valid. Mission-critical issues are those issues that impact 
the safety and security of the company and its employees. Christensen (2008) 
counselled Facilities Managers to utilise the resources at their disposal to meet the 
mission of their respective organisation, think about each asset types and how they 
interrelate and the unique needs associated with each one. Cotts & Lee (1992) views on 
what they considered as the requirements of FM are contained in Table 2.4 below.    
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Table 2.4: The indicators for successful and poorly performing FM 
(Source: Cotts & Lee, 1992) 
    The requirements for successful FM 
 Cost of ownership. Management must understand 
initial and on-going costs to facilities ownership and 
provide for those costs.  
 Life-cycle costing. As a general rule, all economic 
analyses and comparisons should be based on life-
cycle costs.  
 Integration of services. Good management means 
integrating different services.  
 Design for operations and maintenance. Operators 
and maintainers must be actively involved.  
 Delegated responsibility. FM functions should be 
grouped into budget programs with a manager.  
 Cost effectiveness. The key is to identify and 
compare costs, and make those comparisons 
regularly over time.  
 Efficiency improvement. Efficiency should be judged 
through comparators/users feedback/management.  
 Quality of life. The Facilities Manager must promote 
a safe and healthful workplace that encourages 
individual and group productivity.  
 Integration of elements. The Facilities Manager is the 
company's expert on integrating facilities, success 
determined by an understanding of the work, and 
employees.  
 Redundancy and flexibility. Because the nature of 
work is always partly reactive, the Facilities Manager 
must build redundancy and flexibility into facilities.  
 Facilities as assets. Viewed as a valued asset, the 
facility should contribute to a company's mission.  
 FM as a business function. Facilities must be 
developed in parallel with the company's business.  
 FM as a continuum. From planning through disposal, 
FM is not a series of discrete projects.  
 Service. FM provides only one product: service. A 
quality program is based on how service is perceived 
by the customer (employees).  
Indicators of poorly 
performing FM 
 
o Failing to provide an effective FM 
service would result in less than 
ideal working environment which 
will manifest itself in productivity, 
poorer service delivery in the core 
business. 
o Poor design and maintenance of 
buildings and properties could 
result in premises being non-
compliant to the relevant 
occupational health and safety 
laws. Poor facility design and 
maintenance can result in health 
and safety risks to employees and 
users of the premises which can 
result in injury, death and/or loss 
of assets. 
o Failing to maintain assets would 
lead to asset degradation and 
proportional loss of integrity, 
functionality and general asset 
value. This will create future 
liabilities either in the form of 
abnormal maintenance cost or 
forced replacement due to asset 
degradation beyond repair or 
restoration. 
o Lack of controls could result in 
landlords not fulfilling their 
obligations in terms of lease 
agreements and thereby paying 
for services not received.  
o Lack of controls would result in 
service providers failing to deliver 
full or part of the services not yet 
paid for.  
 
2.12   ADDED VALUE / BENEFIT OF FM  
2.12.1  The concept of value 
The word ‗value‘ does not have a specific and restricted meaning as it may mean 
different things to different people. According to the Institute of Value Management, UK 
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(2015), the concept of value is ―based on the relationship between satisfying needs and 
expectations and the resources required to achieve them‖. In common usage, the word 
value is used to denote other concepts, and as a result, considerable difficulty and 
ambiguity frequently arise in the discussion of value because different individuals are 
prone to attach different meanings to the word as shown in Table 2.5.  
 
Notwithstanding the various individual‘s perception of the concept of ‗value‘ (Table 2.5), 
they all find relevance in housing. For instance, FM in housing can add value to the 
organisation‘s goal and equally help in the attainment of organisation‘s vision and 
mission. According to De Jonge (1996) cited in Krumm and de Vries (2003), some of 
the tell-tale signs that value is being added through FM in an organisation include  
increasing employee satisfaction, raising productivity, reducing cost, controlling risk, 
raising value of real estate, healing environment and sustainability. 
 
In order to achieve these, the Facilities Manager needs to align facilities with 
organisation‘s overall mission (Evers et al., 2002). The first step that needs to be taken 
is to assess the strategic context in which the Facilities Manager is operating. Questions 
that need to be asked are (Cameron et al. 1995): 
a) What is the organisation‘s overall mission? 
b) What is the organisation‘s overall strategy? 
c) What are the strategic goals? 
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Table 2.5: Different Value Perceptions   
(Source: Commission for Architecture and the Built Environment - CABE, 2006, p.10). 
Type of value What does it mean? How is it measured? 
Exchange 
value 
The building as a commodity to be traded, whose 
commercial value is measured by the price that the 
purchaser may be willing to pay. For the owner, this is 
the book value, for the developer the return on capital 
and profitability. Also covers issues such as ease of 
letting and disposability. 
 Book value 
 Return on capital 
 Rental 
 Yield 
Use value Contribution of a building to organisational outcomes: 
productivity, profitability, competitiveness and repeat 
business, and arises from a working environment that 
is safe in use, that promotes staff health, well-being 
and job satisfaction, that encourages flexible working, 
teamwork and communication, and enhances 
recruitment and retention while reducing absenteeism. 
 Measures associated with 
occupancy, such as 
satisfaction, motivation, 
teamwork. Measures of 
productivity and 
profitability, such as 
healthcare recovery rates, 
retail footfall, educational 
exam results, occupant 
satisfaction. 
Image value Contribution of the development to corporate identity, 
prestige, vision and reputation, demonstrating 
commitment to design excellence or to innovation, to 
openness, or as part of a brand image. 
 Public relations 
opportunities 
 Brand awareness and 
prestige 
 The recognition and ‗wow‘ 
factors. 
Social value Developments that make connections between people, 
creating or enhancing opportunities for positive social 
interaction, reinforcing social identity and civic pride, 
encouraging social inclusion and contributing towards 
improved social health, prosperity, morale, goodwill, 
neighbourly behaviour, safety and security, while 
reducing vandalism and crime. 
 Place making 
 Sense of community, civic 
pride and neighbourly 
behaviour 
 Reduced crime and 
vandalism. 
Environmental 
value 
The added value arising from a concern for 
intergenerational equity, the protection of biodiversity 
and the precautionary principle in relation to 
consumption of finite resources and climate change. 
The principles include adaptability and/or flexibility, 
robustness and low maintenance, and the application 
of a whole life cost approach. The immediate benefits 
are to local health and pollution. 
 Environmental impact 
 Whole-life value 
 Ecological footprint. 
Cultural value Culture makes us what we are. This is a measure of a 
development‘s contribution to the rich tapestry of a 
town or city, how it relates to its location and context, 
and also to broader patterns of historical development 
and a sense of place. Cultural value may include 
consideration of highly intangible issues like 
symbolism, inspiration and aesthetics. 
 Critical opinions and 
reviews 
 Professional press 
coverage 
 Lay press coverage. 
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The task of the Facilities Manager is to ensure that all infrastructures and services, 
many of which are closely interrelated, are synchronised, maximised and optimised to 
benefit both employees and the organisation. According to Van der Zwart et al (2009), 
facilities professionals are generalists who understand the corporate business 
philosophy; respect its financial, legal, and quality requirements; know who the 
company decision makers are; and recognise those with authority to sign legal 
documents. They facilitate and manage budgeting; interview and hire consultants, set 
design, construction, furnishings, scheduling, space and office furnishing standards; 
institute procurement programs; and translate corporate customer facility requirements 
into a cost effective, environmentally safe, and aesthetically pleasing environment. The 
FM department is, therefore, the contact point for all of these facilities and services, and 
for reporting every kind of malfunction. Therefore, it is important that the efficient and 
effective management of facilities requires that a robust strategy is developed within the 
context of the organisation‘s business plan and space/accommodation strategy. These 
should involve development of strategic objectives and FM plan, with proper alignment 
to the overall business plan and space/accommodation strategy within which it might be 
contained.  
2.12.2  Added Value of Facilities Management (FM)  
Jensen (2010, 2015) and Jensen et al. (2012) defined added value of FM ―as the trade-
off between the benefits of FM and the costs and risks connected with achieving these 
benefits‖. As pointed out by BOMI (2005), ―a facility is an opportunity to maintain and 
create value. Value is seen to be created when expenses are reduced with a 
corresponding increase in revenue through efficient management‖ (figure 2.18).  
 
However, the value of a facility is not defined solely by how much money it makes; 
value can also be influenced by attributes such as the reputation of the building and the 
potential for growth on the property (BOMI, op cit). BOMI stated that the ownership each 
ownership structure has unique characteristics and objectives. Owner motivation can 
vary according to the type of owner, the owner's financial status, the personalities of the 
executive management, and even the owner's personal situation. 
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Figure 2.18:  Adding Value according to LEGO  
(Source: Jensen, 2012) 
 
Therefore, there is need to understand what an owner values in a facility, the Facilities 
Manager must understand what motivated the investor to acquire the property. 
Understanding the common ownership structures and their typical objectives will help 
uncover how they define value and how the Facilities Manager can help maximise that 
value. Of course, given the circumstances and people involved, owners may be very 
different from their category description. 
 
Kende (2010) argued that FM is about managing people and places to achieve best 
value for money by balancing between users‘ needs and businesses‘ needs to achieve 
optimum organisational effectiveness. To add value in FM, the development of new 
knowledge and competences are needed whereas the research and development skills 
will become fundamental. Jensen (2010) FM Value Map (figure 2.19), could be 
described as viewed as the various ways of how FM can create value.  
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FM is able to create value for the core business as well as for the multiple stakeholders 
such as owners, staff, customers, and society. In addition, the Value Map shows the 
inputs and outputs, the core businesses and the surroundings of FM (Jensen, op cit).  
 
 
Figure 2.19: The Generic FM Value Map, level 1 and 2  
(Source: Jensen, 2010) 
 
At its best, FM deals with providing support to an organisation‘s core business. FM 
works towards cost-effectiveness, safety, long term relationships and life-cycle, better 
working environment and satisfied workforce. As described in the National report 
(2000), the practical benefits of FM include a shared understanding of the business 
agenda, with integrated goals for core activities and key support services; co-ordinated 
strategic, tactical and operational management arrangements and enhanced 
management skills; defined and improved levels of service, linking service to the 
organisation‘s culture, to facilitate change; and value for money procurement process 
for key support services. On its part, BIFM (2012) stated that excellent FM can deliver 
effective management of an organisation‘s assets; enhance the skills of people within 
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the FM sector and provide identifiable and meaningful career options; enable new 
working styles and processes – vital in this technology-driven age; enhance and project 
an organisation‘s identity and image; help the integration processes associated with 
change, post-merger or acquisition; and deliver business continuity and workforce 
protection in an era of heightened security threats. Jensen (2010) pointed out certain 
perspectives of FM and the added value; these include the concept of added value 
focuses on the strategic aspects of FM; the focus has changed from an economical 
value towards a more holistic value concept; and FM value is a result of linking input to 
output; is multi-dimensional; has relationship value; is subjective; and depends on 
prevailing conditions. 
 
From the foregoing, it could be deduced that FM contributes to every aspect of an 
organisation to work to its full capacity in the most effective way. Infrastructures in 
housing estates are the major and basic needs required by the residents. It reflects 
comforts and contributes to the convenience and efficiency of residents and visitors to 
the housing estate concerned. FM is a critical need in any housing estate which is 
defined as the planning, implementing and accounting for the appropriate physical 
space and services. The aim and objectives of FM to housing estates is to relieve the 
core business from administrative services and also to ensure the improvement of 
added value of FM. However, the level of success achievable in any case depends on 
the organisation‘s policy framework as laid down as well as availability and release of 
funds to implement decisions as at when required. Some other housing estates have a 
middle-of-course action by making use of in-house Facilities Managers but employing 
the services of external consultants and service providers to implement FM decisions. 
Because FM department in these housing estates, Infrastructural facilities provided in 
the estates were planned right form inception based on well conceptualized ideas and 
proper planning were established. Apart from the FM process, comprehensive 
maintenance (of buildings and infrastructures)  programme was put in place in each 
complex  making use of external consultants and contractors in the area of space 
adaptation, cleaning, redecoration, telecommunication, energy and security 
management among others. 
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Wei (2007) indicated that FM is a professional, social, and enterprise service industry 
and that its content is to keep the building itself and the affixed supporting equipment as 
well as the environment under the scientific and systematic management and ensure 
that all of them are in their best conditions and can be used normally. The final goal of 
this is to maintain and increase the Infrastructural facilities‘ value. FM covers a wide 
range of services including real estate management, financial management, change 
management, human resources management, health and safety and contract 
management, building management, domestic services (such as cleaning and security) 
and utilities supplies (Atkin & Brooks, 2000).  
 
According to Hinks & McNay (1999), the common interpretations of FM include 
maintenance management; space management and accommodation standards; project 
management for newly built environments and alterations; management of the building 
stock of the general premises; and the administration of the associated support 
services. FM places the non-core business at the service of the core business in such a 
way as to protect an organisation's capital investment in real estate and helps turn a 
cost item into one of added value (Atkin, 2003). Omirin (2000) suggested that FM has 
arisen out of the need for organisations and business enterprises to reduce cost; 
minimize risks and improve the quality of their products and/or services on long-term 
basis. These factors revolve around aspects of business operations such as the 
physical facilities (buildings and installations - whether owned, shared or rented). The 
basic ingredients required for effective FM include operational tools and gadgets 
(computers, machines, telephones, equipment and plants); the workers (managerial, 
technical, and support staff); finance, - Its procurement, judicial and savings; and the 
production process itself (procedures, time considerations). 
 
FM provides important advantages of improved productivity, better product quality and 
reduced overheads. It also enhances value by enabling the organisation concentrate on 
its core activities while permitting flexibility in the provision and satisfaction of users‘ 
needs. On his part, Umezuruike (1998) argued out that FM would relief of the core 
business from administrative services; enabling the concentration of workforce of the 
establishment of the core business; ensuring the improvement of added value per 
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workplace; reducing occupancy costs by organisation or re-organising space most 
economically; reduction of workforce; improvement of the workplace and provide 
employees with better career path. 
 
Saad (2012) proposed that as buildings‘ (or facilities) owners and/or occupiers begin to 
realise that the cost of operations and maintenance of a building is becoming 
increasingly substantial part of their operational costs; the emphasis on FM increases. 
Thus, the concept of total asset management (TAM) came into play as building owners 
started to focus not only on the development cost of a building, but also the cost to 
maintain the building throughout the building life cycle.  
 
Van den Ende (2006, p.2); Van der Voordt & Van der Zwart (2011) argued that FM 
should lead to the reduction of costs, well maintained infrastructures and quality 
services, an effective organisation, customer satisfaction and competitive advantage 
thus creating advantages to the business. Hinks (2002, p. 253) expressed the view that, 
the value of FM arises from a combination of its support for the ongoing and changing 
needs of the business. In Table 2.6, Usher (2004, pp 351 & 359) listed ten criteria for 
evaluating value addition in FM functions.  
 
This research investigated seven of the ten crietria (Table 2.6), namely: customer 
orientation, flexibility, information, specialisation & diversity. According to Jensen (2010), 
the added value is often seen related to cost reduction, even though they have a 
completely different meaning. Coherently, cost reduction has been focused since the 
financial crisis has been affecting the business. In the field of FM, cost reduction is often 
related with outsourcing which has been a strong trend for almost two decades now. 
The added value associates with costs in a way that it may increase even if the costs 
would decrease. In the opinion of Van der Zwan (2006, pp. 109‐120), some of the 
benefits of FM include a clear and transparent communication between the demand 
side and the supply side, a simple and manageable concept of internal and external 
responsibilities, an integration and coordination of all required support services and a 
reduction of conflicts between internal and external service providers. 
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Table 2.6: Criteria for evaluating value addition in FM 
(Source: Usher, 2004) 
Criteria Criteria description 
Cost  The total cost of the contract including all self-performed and sub-contracted 
specialist services. 
Customer orientation The degree to which the provision of services meet the specific needs of the 
customer at all levels, in support of its business in relation to its own 
shareholders, its management and staff, and those persons interacting with the 
business on a regular basis. 
Flexibility The potential and ability to action changes in the nature, magnitude, resource, 
location and focus of the service delivery when required. 
Information The nature of services, regularity and manner of presenting this information for 
the benefit of both clients and suppliers. 
Innovation The degree to which newly designed or conceived processes, methods, 
solutions or products are brought to bear within the outsourcing contract. 
Investment The degree to which time and money are dedicated to improvements in, and 
development of the scope and facets of the service delivery. 
Quality The service levels as defined in the Service Level Agreements or other 
contractual agreements or specified input or output structures. 
Responsibilities & 
accountabilities 
The complexity and clarity of specific and general roles and assigned duties 
within, and for the contract. 
Risk and liabilities  The degree to which the effective cost of the contract may vary to either party. 
Specialisation & 
diversity 
Many functions within an outsourcing contract are occasional rather than full-
time equivalent roles of a specialised and marginal nature. 
 
 
Besides focusing on costs of infrastructures, the role that FM plays in business 
operations and its impacts on building occupants' health and safety have motivated 
facility owners to take a more strategic approach to FM with emphasis on the  efficient 
operations of infrastructures/buildings in a manner that give users an acceptable 
comfortable environment. Further benefits as listed by Cotts and Lee (1992, p.10) 
include facility plans matching company plans, space being available when and where 
needed, capital expenditures being planned and controlled, employee productivity being 
maximised and the costs being minimised, sometimes avoided, and always predicted.  
Alexander (2009) summarised the added value of FM from various researches (Table 
2.7).  
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Table 2.7: Comparisons of the various perspectives of FM and the added value 
(Source: Alexander, 2009) 
Key areas where 
value is added 
in FM 
Lindholm 
(2008) 
Vries et al 
(2008) 
Smit (2008) Jensen et al 
(2008) 
Alexander (2009) 
People  Increase 
employee 
satisfaction  
Image 
culture 
satisfaction  
Perceived 
success of 
FM  
Satisfaction 
culture 
Stakeholders 
Occupiers 
Users  
Process   Increase 
innovation 
 Increase 
productivity 
Increase 
flexibility  
Production 
Flexibility 
Innovation 
Risk control  
Production 
increase 
Advantages 
& savings  
Productivity 
Reliability 
Adaptability  
 
Usability 
Benefits 
realisation   
Economy  Increase value 
of assets 
Promote 
marketing & 
sale 
Reduce cost 
Cost 
Possibility to 
finance 
One time 
savings 
Yearly 
savings 
Cost  o Effectiveness 
o Use value 
social return on 
investment 
 
Surroundings     Economical 
Social 
Spatial 
Environmental  
o Urban context 
o Economic, 
social & 
environmental 
o Physical digital 
and social 
 
 
Alexander (op cit) identified four main areas where value is added, people, process, 
economy and surroundings; and his analysis highlighted that only three of the four 
areas were covered by all researchers. The ‗surroundings‘ was investigated by only two 
of the five groups of researchers. This ‗surroundings‘ is covered by a new perspective of 
FM referred to as community-based FM, addressing the social and sustainable 
development aspects of FM. There is still no mention of FM in the housing sector 
though. 
 
2.13  THE DIFFERENCES BETWEEN FACILITIES MANAGEMENT and PROPERTY 
MANAGEMENT 
‗Property‘, according to Ratcliff (1979), refers to ―land and buildings‖ in the case of real 
property while ‗personal property‘ refers to the ―various movable articles‖. In the sense 
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of ―ownership‖, Ely (1914) defined ‗property‘ as ―the exclusive right to control an 
economic good‖. Management has already been explored in section 2.2.2.  Thorncroft 
(1976) defined PM as the direction and the overall control of policy of an interest in 
landed property with a view to obtaining maximum returns, which may be financial, 
social prestige, power or some other goals or group of goals. This definition emphasises 
the need to economise the use of resources and time so that the predetermined 
objectives can be achieved. The College of Estate Management (1995, p.321) defined 
PM as, ―the application of management principles to property assets with the aim of 
maximising their potentials‖. From these definitions, ‗property‘, as defined by Ratcliff (op 
cit), could be aptly described as a store of value and therefore has the ability to be held 
as an investment. Consequently, this quality amplifies the peculiar management 
requirements aimed at preserving its economic life in order to maintain the income and 
justify the periodic payment by its end-users.  
 
Sangosanya (1986, 1997) argued that PM is both ―profession and business welded 
together‖ - a profession because it involves the acquisition of knowledge and special 
skills in a particular field of endeavour; and a business because it is about the 
management of resources for the achievement of a set goal and objectives. In his view, 
PM deals with the professional service of efficient, effective and proper harnessing of 
resources invested in real estate towards achieving the desired goal of the investor; the 
main thrust is to ensure that property owners secure maximum returns in their 
investments. Tomori (1997) viewed PM as another business enterprise that is mainly 
concerned with correct motivation of staff and fairness to tenants by consulting, 
informing and encouraging them so that a sense of partnership is established. 
According to Macey and Baker (1982), PM is the application of skill in caring for a 
property, its surroundings and amenities, in developing a sound relationship between a 
landlord and a tenant, and between tenants, so that the subject property may give its 
fullest value to both the tenant and property owner. Figure 2.20 shows the nature of PM 
activities.  
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Figure 2.20: PM Activities (Source: Isa, no date) 
 
As stated in the Business Dictionary (2000), PM is the operation of property as a 
business, which necessitates the performance of the following two main tasks; namely: 
accounting and reporting, leasing, maintenance and repairs, paying taxes, provision of 
utilities and insurance, remodelling, rent setting and collection; and Property portfolio 
management tasks including acquisition and disposition, development and rehabilitation 
feasibility, financing and income tax accounting. PM focuses on the physical building 
management, financial property management and organisational use management 
(figure 2.20). Section 2.4 investigating the scope of FM identified property management 
as one aspect of Facilities Management. So although there is an overlap in the 
practices of property and facilities management, FM covers a much broader area of 
practice than property management. PM regards building as a cost centre and a 
physical entity and an improvement end in itself (BOMI, 2005). The needs of the 
property are precious in terms of repairs and maintenance, or in general, proper upkeep 
for satisfaction/profit making and other specific PM functions.  
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On the other hand, FM looks at property as a strategic resource, which can be managed 
in a proactive way; looking beyond maintenance management to optimising the 
potentials of the property in line with corporate goals. Repairs and maintenance are 
mere integral parts of this broad based management concept. FM promotes productivity 
of the employees; it encourages efficient use of resources; it perceives the property as a 
catalyst that could be used to effect change in the value of the core business. FM 
covers a wide field of activities (Thomson, 1990; Jordan, 1994; Bernard Williams 
Associates, 1994; Avis, 1995; Kennedy, 1996; Kincaid, 1996; Nutt, 1999), and is 
responsible for the provision of many varied services (Barrett, 1995). FM is believed to 
encompass a broader range of services, more than building operations and 
maintenance (Aston, 1994; Best et al., 2003). In more specific terms, FM encompasses 
the facility as a whole, its buildings, the installed infrastructures and the entire support 
services including property management, among others.  
 
Table 2.8 shows a summary comparison of property management and FM from 
literature based on the focus, relationships with clients and practice. It demonstrates 
that FM transcends the scope of PM to include several other aspects drawn from other 
disciplines (Odiete, 1998). As a result, Zubairu (1999) suggested that there is no way a 
single individual can have expertise in all the complex and diverse composites of a 
discipline like FM. Odiete (1998) adds that the job of the facilities manager is mainly the 
coordination and management of the different professionals towards ensuring a 
successful FM. 
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Table 2.8: Property Management versus Facilities Management 
(Sources: BOMI, 2005; Gunner, 2006; Mitchell, 2009; Ricker, 2010; & Sandouk, 2012) 
 Property Management (PM) Facilities Management (FM) 
T
h
e
 
m
a
i
n
 
f
o
c
u
s
 
PM deals with overseeing physical 
maintenance, negotiating lettings at suitable 
terms; initiating and negotiating rent reviews 
and lease renewals and the enforcement of 
lease covenants wherever applicable. Property 
Manager is passive or solely reactive. 
 
 
FM issues are driven by both internal and 
external factors. Internally, companies are re-
thinking business processes -- the way they 
work, treat customers and treat employees. 
With that, walls go down; furniture is changed; 
floor plans are in a constant flux to suit 
requirements. Flexibility is a major key in 
providing interior spaces that respond to 
employees' desires to do more, the competitive 
marketplace, and automation.  
A Property Manager serves as an agent for the 
owner of the building. The Property Manager is 
charged to operate the building in a manner 
that will provide a profit to the owner. This 
means the Property Manager does things like 
collect rents, pay bills, utilities and taxes, 
coordinate repairs, develop a budget for capital 
improvements, bid out services, and strive to 
keep the property full with occupants. 
Facilities‘ Manager‘s actively tries to manage 
space so that it better suits the needs of its 
users. The Facilities Manager is concerned not 
only with the office space, but also with 
everything required to make the space 
conducive for the employees. This would 
include the office floor plan, furniture and 
fixtures, storage, meeting space, temperature, 
lighting, etc. Facilities Managers attempt to 
provide a work environment, which allows the 
occupants to be as productive as possible. 
T
h
e
 
C
l
i
e
n
t
s
 
 
Property Managers work for investors who own 
real estate for the cash flow from property and 
for the gain in value. Owners may consist of 
individuals, developers, private equity funds, 
REITs, or a variety of trusts.  
Facilities Managers work for the users of real 
estate who either own or lease their properties. 
Users typically consist of corporate 
organisations, educational, healthcare and 
government institutions. While many of these 
entities want to maintain and increase value, 
most of them own and lease properties to 
support the primary functions of their respective 
organisations. 
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G
o
a
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Investors prioritise their goals as follows: 
a) Income – maximise income from their real 
estate assets 
b) Value – increase the value of their real 
estate holdings 
c) Customer relations – maintain tenant 
relations to help maximize occupancy and 
cash flow 
d) Operations – efficiently maintain their real 
estate assets in order to achieve the first 
three goals.  
 
Users prioritise their goals in almost the reverse 
order of that of investors: 
a) Income – not a priority, unless sublease of 
surplus space is involved. 
b) Value – maintain the value of the real estate 
assets in the event that it becomes surplus 
and thereby available for disposition. 
c) Customer relations – ensure that services 
are cost-effective and geared toward 
supporting the business organisation 
concerned. 
d) Operations – maintain the property in 
support of the users‘ business by ensuring 
that their real estate assets reach their 
useful lives and those interruptions to the 
business operations are eliminated, or at 
least, reduced. 
T
h
e
 
W
o
r
k
 
Property Managers manage all aspects of 
income and expense for their clients including 
budgeting, forecasting, and reporting. On the 
income side, they work closely with leasing 
agents and brokers to ensure that their 
properties are fully leased at rack rent. They 
compute and collect rents and other related 
charges including property taxes. 
 
On the expense side, Property Managers 
contract for and pay for all operating expenses 
such as repairs and maintenance, taxes and 
insurance from rents and the surplus is credited 
to the client. 
Facilities Managers manage the expense side 
of the ledger with focus on ensuring that the 
assets are in prime condition to support clients‘ 
business operations. Apart from this, Facilities 
Managers ensure the provision of several office 
support services, which may include cafeteria 
management, receptionists, copiers and copy 
centres, mail, and shipping/receiving.  
 
S
u
m
m
a
r
y
 
PM is primarily concern with:  
a) lease arrangements, rentals;  
a) occasion‘s service contract management i.e. 
the management of the various facilities 
services provider contracts; and  
c) PM is driven by their traditional standards 
and approach to service provision 
FM main goals are:  
a) meeting the organisations‘ needs;  
b) assisting in identifying what those needs 
really are;   
c) focus upon the informed procurement and 
deployment of assets;  
d) the effective enabling, communicating and 
management of people;  
e) creating real value for money through 
minimising costs and maximising 
standards; and   
f) FM is driven by the organisational needs.  
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Park (1998) classified FM functions under the following areas, which makes it wider in 
scope than that of PM: 
a) Cost management – Scope planning and cost (including premise audits and post 
occupancy evaluations. 
b) Work environment enhancement - Health and safety monitoring: Services (energy 
provisions and management, cable management, catering, day-care facilities, 
waste disposal, etc.); component specification; and information system and 
software.  
c) Property efficiency and conservation: property portfolio management and 
performance evaluation.  
d) Organisation, procurement and quality; assurance, contract administration, 
outsourcing, in-sourcing and co-sourcing. 
 
2.13.1 The overlapping Functions of PM and FM  
FM is all encompassing and broader in scope than PM (section 2.13). However, there 
exist certain similarities between these two distinct fields; these are (BOMI, 2005, 
Gunner, 2006; Lawson, 2006; Elledge, 2010): 
 Both FM and PM find relevance in the built environment in general but the 
similarity in application begins to change as the scope of functions increases. 
 In both FM and PM, the management of infrastructures and delivery of services is 
subject to certain standards and regulations based on the anticipated capacity and 
maintenance requirement. For example, a set standard and/or requirement could 
be stipulated in the procurement, installation, usage and maintenance of the 
needed infrastructure. 
 FM and PM both share common challenges, which can be related to the ownership 
character of the facility being managed, its size, shape, nature, quality and existing 
standards of adjoining properties/facilities. 
 The Facilities Manager and the Property Manager are intermediaries between the 
respective facility owners/clients and users of the facilities concerned. In this 
regard, they (Facilities Manager and the Property Manager) respectively manage 
89 
 
and protect the interests of the owners, and at the same time, ensure a sustained 
delivery of agreed services to the users. 
 
2.14   CHALLENGES OF FACILITIES MANAGEMENT 
Price (1997) suggested that evolving business realities in the realms of process 
improvement, cost containment, speed-to-market accelerations, quality control, and 
workplace arrangements and concepts will all have a big impact on the future notions of 
FM. Price (op cit) argued that "the challenge for facilities planning will be to integrate 
knowledge workers into a dynamic business environment of global competition, 
technological developments, and changing values." Some of the major areas of concern 
of IFMA cited in  Carter (2008) are as follows: 
a) Linking FM to strategy: FM experts strongly believed that this issue will be of 
even greater importance in the coming years. They suggested that a critical facet 
of successful FM is the ability to link the role of facilities to an organisation‘s core 
business strategies. This is also known as branding. Physical facilities have a 
major role in determining productivity, supporting innovation, efficiency, 
employee satisfaction and public perception of an organisation.  
 
b) Sustainability issue: This is a major issue of concern for Facilities Managers, 
Architects, Interior Designers, and Manufacturers alike. Sustainability has ceased 
to be an option and has become a fundamental requirement and expectation 
across many industries. According to IFMA, sustainability includes environmental 
responsibility, energy management, investing in high performance systems, 
indoor air quality issues. A commitment to sustainability is part of the company's 
mandate and translates into many different programs; specifically areas such as 
post-consumer content; reusable and minimum packaging; recycling within the 
product line; and recycling within the organisation. 
 
c) Emerging technology: The emerging technology encompasses topics such as 
changing building technologies, building information modelling (BIM), integrated 
workplace management systems (IWMS), under-utilisation of current technology, 
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and obsolescence. Technology will continue to significantly impact and influence 
how Facilities Managers do their jobs, how we communicate internally and 
externally, and how our buildings operate. IFMA report demands on FM 
professionals to keep abreast of changing technology (communications, BIM, 
IWMS); work closely with tenants/users to anticipate changes; build the technical 
skills expertise of building operations personnel; and use technology to attract 
young professionals to the FM professional role as well as to facilitate data and 
information sharing. 
 
d) Aging buildings: A significant portion of our existing building stock is entering a 
cycle requiring large amounts of capital improvement/replacement. Properties for 
which routine maintenance has been deferred are entering a stage of severe 
deterioration. As a facility approaches the end of its life cycle a decision must be 
made whether to refurbish/retrofit it or demolish it and construct a replacement. 
Making a decision to scrap a building is difficult both financially and emotionally. 
 
2.15   SUMMARY 
It is clearly evident from the literature review that the scope of corporate FM is wide, 
well developed and it has a robust literature on its various aspects that were discussed. 
However, as encouraging as this may appear, housing, a vital part of the built 
environment considering its central role in the life of humans (figure 1.1; Onibokun, 
1985; United Nations, 1996; and Baker, 2003) was neglected. For instance, in the 
various definitions of FM (section 2.2.3), none of the authors mentioned housing in their 
respective definitions; their emphasis was the ―working environment or workplace in 
relation to the people (i.e. employee) and the work of an organisation‖ (British Institute 
of Facilities Management in Atkins & Brooks, 2000; Nutt, 2000, BOMI Institute, 2002). 
This situation notwithstanding, the available literature provided a good platform from 
which to examine and evaluate the integration of FM principles into housing 
management practice (3.3.3) in Lagos State, Nigeria.   
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CHAPTER 3: HOUSING MANAGEMENT IN NIGERIA 
 
The chapter consists of two major components; namely, a discussion of housing estate 
development in Nigeria, especially in Lagos State; and the pilot study. In this regard, 
section 3.1 focused on the concept of housing and its importance; section 3.2 discusses 
the genesis of housing; section 3.3 is on the pilot study including housing management 
and the associated challenges; while section 3.4 is on the need for the integration of FM 
in housing management.  
 
3.1  THE CONCEPT OF HOUSING 
The World Health Organisation (WHO) (1962 & 1996) defined housing as the physical 
structure that man uses for shelter, and the environs desired for the physical and mental 
health and social wellbeing of the family and individuals. According to Agbola (2005), 
―housing is the totalities of the immediate physical environment, largely man-made, in 
which families live, grow and decline‖. Abrams (1964) defined housing as ―... not just 
shelter, but part of the fabric of neighbourhood life and of the whole social milieu, which 
touches on the facets of industrialisation, economic activity and development‖. These 
assertions are pointers to the fact that housing plays a very significant and strategic role 
in ensuring the wellbeing and the very existence of mankind. Abrams (op cit), citing 
Maslow (1954) stated that housing is considered to be the second most important basic 
needs of man, the first being food.  
 
Housing transcends brick and mortar; and includes physical structures used as shelter 
and all the necessary services, facilities, equipment and devices such as electricity, 
water supply, access roads, drainage system, refuse disposal facilities as well as 
institutional and health facilities (Chionuma, 2002; Afolayan, 2003; WHO, 1988, 2007). It 
is also one of the locations in which work now takes place. Therefore, housing could be 
described as a system of congenial living, working and/or recreating environment 
consisting of shelter as one amongst many other subsystems, such as facility system 
(e.g. roads, pathways, sewerage), utility system (e.g. water, gas, electricity, 
telecommunication) and amenity system (e.g. pleasant and healthy environment 
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including beautiful scenery or landscapes, flowered and well-mowed garden); it is the 
totality of a habitable environment that has a unit of dwelling as its centre.   
   
3.1.1  The importance of Housing 
Adequate housing has some profound influence on health, efficiency, social behaviour, 
satisfaction and general welfare of the community (Onibokun, 1985). According to Baker 
(2003) and Oluwole, et al., (2003), housing has a huge impact on individuals‘ quality of 
life; and that being adequately housed and living in a pleasant environment is 
fundamental to well-being. Grimes (1976) viewed housing as not only providing shelter 
for its inhabitants, but also serving as: a centre for total residential environment; focus of 
economic activities; symbol of achievement and social acceptance; and an element of 
urban growth and income distribution.  
 
In the opinion of Saunders (1989, 1990) and Miller (2001), housing has potentiality or 
simultaneous function; first, as a useful good in that it provides shelter, warmth, 
locational access, neighbourhood asset etc., and secondly, as an investment or 
exchange good, in that it constitutes an accruable asset value or capital gain. They 
further stated that housing may also function as a container of identity and ontological 
security. Other contributions of housing to economic growth include providing a source 
of employment and income generation to both skilled and unskilled workers; providing 
vital linkages with other productive sectors of the economy such as the production of 
building materials, household furniture and goods; and encouraging and promoting 
domestic savings. These perspectives of housing recognise that the installed 
infrastructures and the environment surrounding a house are as important as the house 
itself in satisfying the needs and requirements of its occupants. Hence, housing has to 
be viewed in terms of the unit provided; a place to make a statement to others in the 
community; and an economically viable asset. It could therefore be inferred that housing 
consists of the land, the unit, services, economic activities (both formal and informal) 
and the environment. It is evident that adequate housing should assure its inhabitant of 
safety, shelter, security, convenience, comfort, privacy from natural element or disaster, 
and shelter from intruders.  
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In Nigeria, and on the basis of the aforementioned perspectives, some of the factors 
that would affect the desire to live in a housing environment are: the community, 
physical setting, available infrastructures, accessibility, the available transport services, 
infrastructures such as water, electricity, etc. (Onibokun, 1985). Similarly, the availability 
of these public utilities, as noted by Hardoy and Setterthwaite (1986) determines the 
quality of housing environment and the survival of inhabitants. Misra (1986) regarded 
these infrastructures as the basic requirement of urban life.  Fadahunsi (1985) argues 
that for housing to be effective, it has to be seen in its social setting and it must be a 
building in which the occupier would like to live with happiness.  
 
 
Figure 3.1: The impacts of the built environment on health outcomes  
(Source: Codinhoto et al., 2009). 
 
Codinhoto et al (2009) depicted that housing, including its environment, ensures 
physical protection, stimulates social stability; ensures work efficiency, aid the 
continuous development of individuals, families, communities and the enhancement of 
socio-economic life of the people concerned (Figure 3.1). The University of the West 
England (no date) stated that: ―Our homes affect our well-being, our sense of worth and 
our ties with families, community and work. If we have good housing then we are more 
likely to enjoy good health, higher educational attainment and better paid work …‖ 
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Furthermore, the Scottish Executive (2004) asserted that housing is fundamental to the 
people and stated that ―… the quality of our home impacts directly on well-being, health, 
employment and children‘s development. In fact, all the day-to-day activities we are 
involved in are linked, in some way, to our home. And it isn‘t just our home – we live in 
communities, neighbourhood, towns and cities. Other houses in our area can impact on 
our home and through this, on our well-being.‖ Knezevich (1975) stated that the 
physical needs of people are met through the provision of safe structure, adequate 
sanitary facilities, a balanced visual environment, appropriate thermal environment, and 
sufficient shelter space for work and play. He also stated that people‘s emotional needs 
are met by creating pleasant surroundings, a friendly atmosphere, and an inspiring 
environment. Bruin & Corrine (2000) quoting Campbell, Converse, & Rodgers (1976); 
Smizik & Stone (1988); Stone (1991, 1993); Bartlett (1997); Kaufman (1996) and 
Sprague (1991) described housing as: ―… a key determinant of quality of life that can be 
measured at individual, household, and community levels. It is unique among consumer 
goods in its pervasive economic, social, and psychological significance. The physical 
and social environments, within the house and the neighbourhood, support family 
functioning and children's personal growth‖. 
 
Agbola and Olatubara (2003) opined that housing reveals the prestige, welfare, and 
economic power of a nation and its people; and that if a country can cater for a 
substantial size of her population‘s housing needs, that nation will take pride in this 
ability, and thus be recognised and respected in the comity of nations. Housing could 
thus be seen as important in ensuring protection and safety, and in meeting the 
psychological and physiological aspirations of people. It is this importance of housing 
that has made the United Nations Organisation (UNO) to include ‗housing‘ in its 
Universal Declaration of Human Rights, which was adopted by the UN General 
Assembly on December 10, 1948. Article 25(1) of the Declaration stated thus: 
―Everyone has the right to a standard of living adequate for the health and well-being of 
himself and of his family, including food, clothing, housing and medical care and 
necessary social services, and the right to security in the event of unemployment, 
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sickness, disability, widowhood, old age or other lack of livelihood in circumstances 
beyond his control.‖ 
 
In this regard, the Nigerian Government (at both Federal and State levels) have been 
making concerted efforts to provide medium and low income housing. As one of the key 
initiatives, the Federal Government established the Federal Mortgage Bank to act as the 
apex bank to the primary mortgage intuitions (PMIs) established by the private sector. 
The PMIs provide loans at a single digit interest rate for the construction of houses, 
especially by private individuals on owner occupied basis; provide site and services 
schemes; and established  research centres to develop indigenous and cheap building 
materials. Although this research acknowledges the correlation between the quality of 
housing and well-being and employment, it does not seek to investigate this correlation. 
Instead it seeks to explore the correlation between the practice of facilities management 
and improved housing management.   
 
3.2 OVERVIEW OF HOUSING ESTATES DEVELOPMENT IN NIGERIA 
Housing units can exist in the form of single individual buildings; in the form of estate 
comprising groups of buildings; or a large number of buildings on a permanent basis in 
adequate physical structure and social service, in planned, decent, safe and sanitary 
neighbourhood to meet the accommodation and special needs of their respective 
residents. Loo (1991) indicated that the size and type of the houses being managed 
may range from one unit of accommodation to a large housing estate that may comprise 
hundreds or thousands housing units. Advanced Leaner‘s Dictionary (2012) define a 
housing estate as an area containing a large number of houses or apartments built 
close together at the same. There are also instances where housing estates are built in 
phases. It is a kind of housing provision measure in which conglomerates of prototype 
or dissimilar houses are built on a single expanse of land. The main goal is to provide a 
habitable and conducive residential accommodation for the people, particularly, medium 
and low income housing, or those who may want to opt for the purchase of newly 
completed buildings in such settings. 
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Massive public housing estates development began in Nigeria after her independence 
in 1960. Since then, different levels of administrations (i.e. the Federal Government to 
the then Regional Governments), and later the State Governments have variously 
embarked on housing programmes to address the housing shortages due to high rate of 
rural-urban drift and other factors as discussed earlier in section 3.2. Housing in Nigeria 
has followed what can be termed a metamorphosis of events largely tailored alongside 
the different political and economic structures witnessed by the country in both the pre 
and post-independence era. Over the decades, Nigeria has witnessed four major 
housing development periods as follows:  
3.2.1 The Colonial Era or Pre-Independence Period in Lagos State (1914 - I960) 
During this era housing development was undertaken by private individuals and partly 
by default, the Colonial Government. As Lagos (see section 3.5) gradually became a 
centre for trade with the Europeans, people from nearby towns, villages, and 
neighbouring countries came to settle in Lagos. This influx of people into Lagos, partly 
caused by the returning slaves and their descendants, created accommodation 
problems and those who had money then started erecting houses in the style of the 
Brazilian Architecture, which mostly provided roomy accommodation. There was no 
meaningful Government participation in housing provision during this era, rather 
emphasis was focused essentially on the provision of residential quarters for the 
expatriates and for the few privileged indigenous staff in specialised occupations like the 
Railways, the Police, Post and Telegraph (now NIPOST), and other public institutions.  
 
During this period, government residential areas (GRAs) as well as a few African 
Quarters were established. Only expatriates and selected few indigenes were resident 
in well planned GRAs, with the majority of the population largely residing in unplanned, 
informal housing. Mabogunje (1978) described this situation as that in which two cities 
appeared to exist in one. The bubonic plaque which ravaged the city of Lagos in the 
early 1920s, and the increasingly large number of urban dwellers in unkempt 
environments, led to the creation of the Lagos Executive Development Board (LEDB) in 
1928 to undertake Town Planning Schemes in the environmentally degraded 
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neighbourhoods of Lagos. This action led to the total clearance of about fifty acres of 
derelict property in Idumago (Lagos Island), for comprehensive redevelopment. This 
was followed by other projects on Lagos Mainland like the Yaba Estate Scheme (LEDB, 
1963) which took nearly a decade to complete. With the approval of the Lagos Central 
Planning Scheme (after 1954), the LEDB embarked on other works which resulted in 
the following residential schemes: 
a) Workers housing estate and re-housing estate, Surulere;  
b) Akinsemoyin and Eric Moore housing estate, Surulere;  
c) Workers house estate   (phase II), Surulere; 
d) Freehold housing estate (phase II), Surulere; and  
e) Other residential schemes located at Apapa, South-West and South-East Ikoyi, 
Ilupeju and Isolo were put in place.   
 
These efforts were the first direct attempt by government in solving problems of public 
housing in the Lagos after Nigeria became a country in 1914. The Nigerian Building 
Society (NBS) was established in 1956 to provide mortgage loans; though not much 
success was achieved because of the limited financial resources, coupled with the poor 
response of the public to the saving scheme operated by the Nigerian Building Society 
(FRN, 1991). The colonial government also introduced the African Staff Housing Fund 
in the same year (1956), which was meant to encourage and provide funds for African 
Civil Servants to own their houses (Lawal, 1997). Furthermore, before the colonial 
government left office in 1960, various housing corporations were established by the 
Regional Governments to provide housing for the public. These corporations were 
unable to extend their services to the low income group, but they formed the nuclei of 
the modern housing estates in Nigeria (Lawal, op cit). 
3.2.2  The Post-Independence Period (1960-1978) 
After Independence in 1960, concerted efforts were governments to improve housing. 
Houses vacated by the colonial masters were allocated to the new Nigerian 
bureaucrats, making houses previously occupied by them available to other Nigerians. 
Another attempt at slum clearance and improvement of housing and environment began 
with the idea of social housing development. This was done to aid population 
98 
 
decongestion and the clearance of filthy surroundings, which soon caught on to other 
parts of Nigeria (Lawal, 1997). Land was acquired for public purposes and due 
compensation paid to the various land owing communities either by direct negotiation or 
court action, where disagreement between owners and acquiring governments or their 
agencies arose. A typical example was the defunct Western Nigeria Housing 
Corporation, which efforts created the Ikeja GRA, the Yaba Estate and many others. 
During this period the efforts made by the government were commensurate with the 
population of the country. Those who could afford the rents on government land were 
allocated land to build on, with such cities serviced by infrastructural amenities; whilst 
others paid annual rents or bought houses outright.  
 
Few years after independence in the sixties, the Federal Government adopted a Five-
Year Development Plan as the centre of its economic growth. The first two years of this 
period suffered neglect as nothing of importance was put in place concerning housing. 
The outbreak of the Nigerian Civil War in 1967 diverted the attention of Government 
away from housing as all efforts and resources were concentrated on executing the war. 
In 1971, both Federal and State Governments raised the issue of housing to national 
focus with the formation of the National Council of Housing. This necessitated the 
promulgation of a Decree by the Federal Government in 1972 which set a target of 
constructing 59,000 housing units in the country with 15,000 units in Lagos and 4,000 
units in each of the remaining eleven State Capitals. Along this line, various institutional 
bodies were established and other events accompanied this development; among which 
was the promulgation of Decree No 43 of 1979 creating and mandating the Federal 
Housing Authority (FHA) to coordinate a nationwide housing programme.   
 
In 1972, the erstwhile African Staff Housing Schemes was taken over by the Staff 
Housing Board for the purpose of granting 3% on loans to civil servants to enable them 
build or purchase their own homes. The loans were subject to a maximum of forty 
thousand Naira (N40,000) but this later increased to eighty thousand Naira (N80,000). 
These were set under the first (1962-68) and second (1970-1974) National 
Development Plans. The third National Development Plan (1975-1980) fell under this 
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post-independence period, with the exception of 1980, which witnessed a significant 
government intervention in the housing sector.  
 
During this period, the Federal Government decided to participate directly and actively 
in the provision of housing. A total of N2.6 billion was earmarked for the implementation 
of the various housing projects throughout the country. Under this progamme, a total of 
two hundred and two thousand (202,000) housing units were proposed for construction 
with fifty thousand (50,000) of these in Lagos State through the establishment of new 
towns, and eight thousand (8,000)  units in each of the then remaining eighteen States. 
However, less than 14 per cent of these 202,000 units were achieved at the end of the 
planning period with just 18,044 housing units in Lagos out of the proposed 50,000 
units.  
 
Other notable events that took place during the period under review (1960-1978) are: 
 Some private organisations gave company-housing loans to their senior and 
intermediate staff; for example, the Mobil Oil of Nigeria (Benjamin, 2000).  
 In 1975, a new Federal Ministry of Housing, Urban Development and Environment 
was created and charged with the responsibility of initiating and coordinating the 
policies in housing related matters.  
 Inauguration of the Committee on standardisation of house types and policies in 
1975 (Lawal, 1997, p. 211)  
 Anti-inflation Task Force in 1976 to examine the inflationary trends as it affects the 
housing sector whose activities helped stabilised the price of cement. 
 Rent Panel of 1976 to review the structure and the level of rents in the country. 
The recommendation resulted in the establishment of the State Rent Tribunals.  
 The Land Use Panel of 1976, which led to the promulgation of the Land Use 
Decree, No 6 of 1978 (later renamed Land Use Act 1978). 
 The conversion of the Nigerian Building Society to the existing Federal Mortgage 
Bank of Nigeria (FMBN) in 1972. 
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3.2.3 The Second Civilian Republic (1979–1983) and the Housing Challenge  
The deplorable housing conditions and acute housing shortage extended to the period 
of the second civilian republic of 1979-1983. According to Lawal (1997), an elaborate 
national housing programme was embarked upon in 1980 based on the concept of 
affordability and citizen participation. In this era, the need to provide residential 
accommodation for the low-income earners was given greater priority. For instance, out 
of the forty thousand (40,000) housing units to be built annually nationwide, two 
thousand (2,000) units were to be located in each state capital including the Federal 
Capital Territory, Abuja with eighty (80) per cent earmarked for the low income earners. 
However, by 1983, the overall achievement was only twenty (20%) per cent. Worse still, 
was the second phase of the programme. The ‗core housing‘ concept was embarked 
upon in order to make the houses more affordable and enable individual owners to 
finish and/or expand houses as may be desired. This phase of the programme could not 
take off in so many States mainly because land was not readily made available to the 
coordinating Federal Housing Authority (FHA) in States controlled by opposition parties. 
Where land was made available, such sites were far removed from towns and cities to 
the extent that the few that were built could not be inhabited (Lawal, 1997).  
         
3.2.4  Post-Second Civilian Administration 1983 to the present 
Of importance for discussion here is the National Housing Policy of 1991, intended to be 
an improvement on the past housing programmes. During the General Ibrahim 
Babangida Military Administration in Nigeria (1985-1993), Government forecasted that 
by the year 2000, urban areas would require five million housing units based on the 
assumption that this estimate would take care of the existing and future needs. Rural 
areas were earmarked for three million housing units, whilst the remaining two million 
housing units were allocated to urban areas. This was estimated at 800,000 housing 
units slated for construction annually. To put these ideas into implementation, Federal 
Government launched the Nigerian National Housing Policy, which was aimed at 
ensuring that all Nigerians own or have access to decent housing accommodation at 
affordable cost by the year 2000. To ensure success, the following programmes were 
put in place: 
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a) The inauguration of the Implementation Committee on housing policy for the 
facilitation and coordination of the implementation of the housing policy in 1989.  
b) The inauguration of the Housing Policy Council (for monitoring and evaluation of 
the implementation of government housing policy) in 1989. 
c) The Federal Mortgage Bank of Nigeria as empowered by Decree No 53 of 1989 
gave licenses to the first set of Primary Mortgage Institutions (PMIs) nationwide. 
d) The National Housing Fund established by Decree 3 of 1992 created a mandatory 
scheme for workers earning N3,000 and above in both the public or private 
sectors, to contribute two and a half per cent (2½%) of their  salary to the fund.  
e) In 1994, the Federal Government again initiated a new national housing scheme to 
enhance the objective of housing for all in the new millennium.  The plan was to 
make available 121,000 housing units throughout the federation for the period 
1994/95 with location in the state capital cities, where the housing problem was 
acute. This programme also failed because, apart from the 1,114 housing units 
completed in Kado Estate in Abuja commissioned in December 1994, there has 
not been any other evidence of completion of similar projects in other states of the 
federation (Benjamin, 2000). 
f) Many State Governments embarked on different programmes towards alleviating 
the Nation‘s housing problems including the Lagos State Government‘s re-
introduction of the Rent Control Edict in 1997.  
 
Despite these efforts, the past policies and programmes of both the public and private 
sector in the housing sector have not achieved the desired outcomes. The non-
achievement of the desired outcomes could be, perhaps, due to the absence of   the 
necessary ingredients for a coherent, comprehensive, coordinated and well-articulated 
housing management programme (especially in public housing estates) that would have 
ensured the sustainability of the housing stock. It is noteworthy that since the advent of 
the third Civilian Administration on May 29, 1999, the Government is yet to develop any 
concrete programmes about housing delivery except the privatisation of Federal 
Government houses notably the ones in Lagos and Abuja.  
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3.2.5  The Challenges of Housing Provision in Nigeria 
The major crisis factor in urbanisation is housing, especially in developing countries, 
where the rate of urbanisation quadrupled that of any developed nation due mainly to 
massive rural-urban drift (Ibiyemi, 1985). Rapid urban growth, coupled with accelerated 
socio-economic development, led to increased pressure on the existing housing stock, 
leading to high rent, overcrowding, squatter settlements and slums (Olusegun, 2001 & 
2002). In most Nigerian cities, especially Lagos, Port Harcourt, Kano and Ibadan, the 
occupancy rate is as high as between 6 and 10 persons per room (Otegbulu, 1984 & 
Omuojine, 2000). As stated in a World Bank report cited in Egunjobi (1980), ―… the 
urban poor, typically housed in slums, squatter settlement, often have to contend with 
appalling overcrowding, bad situation and contaminated water. The sites are often 
illegal and dangerous, forcible eviction, floods and landslides and chemical pollution are 
constant threats. The young ones are highly susceptible to disease and malnutrition and 
poverty related illness can cause permanent harm ...‖  
 
Urban housing situations, conditions and demands in development regions are 
determined or influenced by a variety of demographic, economic, social, legal and 
organisational administrational factors. Lagos demonstrates characteristics typical of 
most urban centres in Nigeria as identified by Egunjobi (1980), Otegbulu (1984), 
Onibokun (1985) and Omuojine (2000) as follows: 
 Rapid population growth as a result of natural growth (improved sanitary facilities, 
decreasing infant mortality, and higher life expectancy) and rural-urban migration. 
 Low income level of the majority (50-85%) of urban households, a considerable 
share of which is engaged in the informal sector of the economy. 
 High costs and relatively high standards of the public and authorized private 
housing which are beyond the reach of some 80-90% of urban households. 
 Scarcity and high prices of urban building land often as a result of speculation. 
 Out-dated building regulations and related legislations. 
 Inadequate provision of urban infrastructural facilities and services. 
 Antiquated system of land survey, land mapping, land registration system and 
shortage of qualified staff.  
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 Slow process of urban planning, zoning, etc. 
 Lack of saving and housing financing institutions. 
 Inadequate housing policies and programmes and lack of coordinating among the 
agencies of government concerned. 
 
Many of the new migrants into cities are forced to look for residential accommodation in 
unauthorised and overcrowded squatter houses, which have no access to motorable 
roads, clean water supply, sewerage and drainage, electricity, and other urban services. 
Very often, even the middle income households that could afford to pay an economic 
rent are not able to find adequate accommodation due to increasing demand for scarce 
habitable accommodation. Onokerhoraye (1995) is of the view that the current pattern 
of urbanisation in Nigeria has three distinct features namely: 
 The spatial disparity in urban concentration being as high as 60% in South West 
(including Lagos State), 23% in the North and about 18% in the East. 
 The rapid rate of urbanisation as a result of massive exodus of people from the 
rural areas to the urban area and also by the high birth rates among the 
predominantly young population.  
 The urban growth in Nigeria is mainly motivated by the desire of the young rural 
dwellers to move to the urban areas where they believe there are better 
employment opportunities but which sometimes may not be the case. This 
situation has resulted in the presence of large number of unemployed youths in 
many Nigeria cities with the resultant increase in social problems such as crimes 
and over-crowding in residential houses. 
 
In 1999, the United Nations predicted that Lagos would exceed 20 million by 2010 and 
thus become one of the ten most populated cities in the world.  The Daily Times of 
Nigeria (2003) in its editorial comment stated that Lagos has grown more explosively 
than any large developing city except for Dhaka (the capital and largest city of 
Bangladesh). Even though Lagos did not make it into the list of nineteen most populated 
cities prior to 2008 rankings by the United Nations Human Settlements Programme 
(UN-HABITAT, 2008, p.6), UN-HABITAT projected that the population of Lagos would 
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be 15.796 million in 2025 thereby making Lagos the twelfth most populated city in the 
world (figure 3.2).  
 
Figure 3.2: The world’s megacities, 2007 and 2025 
(Source: United Nations Human Settlements Programme - UN-HABITAT, 2008, p.6) 
 
Within seven years after the UN-HABITAT projections, the population of Lagos 
surpassed the 15.796 million projected. The Lagos State Government estimated the 
current population of Lagos at 21 million (Lagos State Government, 2011) and 25 
million (World Population Review, 2015). UN-HABITAT (op cit, pp. 28-39) outlined the 
following as the most significant drivers of urban growth in Asia, Latin America, the 
Caribbean and Africa (including Lagos):  
a) Economic and industrial policies (i.e., creation of special economic zones, 
industrialisation and export promotion areas, etc.) and related strategic 
investments in two key areas – transport infrastructure and communications and 
trade service sectors; 
b) Improvements in the quality of life in cities (basic services, transport, green 
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areas, public amenities, etc.); and 
c) Changes in the legal and/or administrative status of urban areas. 
 
According to Campbell (2012), the estimated population of Lagos now makes it a mega 
city. This phenomenal increase in urban population brought monumental problems in 
the area of housing provision. Some of the problems resulting from this rapid urban 
growth, which affect both the quality and quantity of the urban housing and 
environment, include (Hardoy & Satterthwaite, 1986; Ramachandran, 1992; 
Onokorhoraye, 1995; Barret & Beardmore, 2000; and Olusegun, 2009):  
 Over-crowding in residential accommodations; 
 Lack of pipe-borne water supply; 
 Air, land and water pollution, traffic congestion unsanitary living conditions; 
 Inadequate solid waste management operations; 
 Congestion in health facilities and schools; 
 Poor electricity supply; 
 Poor road maintenance; 
 Defective land use planning resulting in such problems as flooding, erosion, poor 
road network and noise pollution; 
 Uncontrolled growth of slums and squatter settlements; 
 Unemployment and hence poverty; etc.  
 
These problems have continued to increase due mainly to lack of funds, ineffectual 
institutional framework, inadequate infrastructures and lack of  political will, and 
difficulties faced in the formulation of an effective housing policy to meet the socio-
economic needs of the people (Olusegun, 2001 & 2002). In addition, housing has to 
compete with other basic human needs such as food, water, health, employment and 
security, for limited national resources. In the light of the above, the major cities and 
towns in Nigeria are characterised by mushrooming of unsanitary slums and associated 
environmental degradation, which have adverse effects on the health of the people; 
housing designs and standards are often inadequate in terms of health and safety; 
houses that are in bad state of structural and decorative repairs as a result of the non-
106 
 
committal of building owners‘ and/or tenants to regular building maintenance; the 
environment of poor neighbourhoods is abysmally dirty with heaps of refuse 
everywhere; and finally, lack of, and/or inadequate provision of social infrastructures 
and facilities such as health centres, schools, road network and refuse dumps; and 
amenities such as pipe-borne water, electricity, telephone facilities, etc. Consequently, 
poor neighbourhoods develop consisting of sub-standard housing, over-crowding, 
inadequate public infrastructure and facilities to accommodate the needs of the 
population. Obudho and Aduwo (1989) opined that slum and squatter settlements are 
the hub of crime, while population congestion is identified as one of the major reasons 
for criminal behaviour (Obudho and Owuor, 1994). Similarly, Adisa (1994) noted that the 
areas that are prone to crime in metropolitan Lagos are slum areas such as Ajegunle, 
Ebute-Meta, Iponri, Ketu, Mushin and Oshodi; and that petty thefts and other criminal 
behaviours are some of the common features of high density and slum neighbourhoods.   
These situations, enumerated above, make some Lagos residents who can afford it, 
seek accommodation in housing estates.  
 
3.3  THE PILOT STUDY 
In social science research, pilot study could be described as ―feasibility studies‖ which 
are "small scale version[s], or trial run[s], done in preparation for the major study or a 
pre-testing of a particular research instrument (Baker 1994, pp.182-3, Polit et al., 2001, 
p.467; Van Teijlingen & Hundley, 2001, p.1); it is a ―small study for helping to design a 
further confirmatory study‖ (Arnold et al., 2009). Going by these definitions, it can be 
inferred that pilot study is an exploratory study aimed at gaining an understanding into 
the nature of research being contemplated.   
 
In this research, pilot study was a reconnaissance survey carried out in order to know 
the specific housing estates that were practicing FM, the scope of FM roles being 
performed, the FM process being employed including procurement method, the 
challenges (if any) and any other issues that may be revealed during the exercise. In 
grounded theory methodology (section 4.3.1), the researcher is expected to embark on 
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the research with a blank mind on the research phenomenon so that any fact that may 
emerge will be grounded in the data that will be obtained eventually.  
 
During the reconnaissance survey, 59 housing estates were surveyed and oral 
interviews conducted on the Facilities Managers after proper introduction. The oral 
interviews were unstructured and provide a forum for exploring the phenomena that 
might be difficult to capture in more structured situations (Fultz and Herzog, 1996). The 
interview questions were designed to gather the following information: 
 Respondents‘ (Facilities Managers) demographic information – the notable 
questions that were asked in this regard included names (though optional), name 
and address of the housing estate being visited, qualifications (academic, 
professional, etc.), their field of discipline and professional affiliation and their 
current FM roles among others. 
 Are they practicing FM in the respective housing estates 
 Mission, vision and goals of the varying housing estates. 
 Strategic roles of the FM departments tailored towards the realisation of the 
mission and vision of the housing estates. 
 The perception and scope of services rendered by the FM department / service 
providers. 
 Facilities audit, facilities functionality and conditions in the housing estates and 
their respective conditions. 
 The strategy adopted in the provision and management of infrastructures in the 
respective housing estates. 
 FM teams perception of FM performance 
 Constraints/challenges affecting FM practices in the respective housing estates. 
 
Interview was chosen because it enabled the researcher to pursue themes and 
issues that were of particular relevance and to add clarity and avoid any perceived 
misunderstandings. It is worthy of note that, in order to ensure balance and internal 
validity, similar questions were posed to all the survey respondents in all the housing 
estates that were visited. These interview questions were broken down to minute 
details into self-administered questionnaire during the second state of this research. 
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This was done to facilitate easy coding of information and for the purpose of cross-
case analysis.  
 
At the end of the pilot study, the following issues emerged:  
a) The various housing estates that claimed the practice of FM – this list of the 
housing estates that were visited is contained in Tables 3.4 and 3.5. It is from 
these Tables that the 20 cases were generated for the second stage of the 
research (Table 5.1);  
b) The determination of the appropriate research design (4.5) and tools that were 
deployed in data collection in line with grounded theory methodology (sections 1.4 
and 4.3); 
c) the respective scope of FM activities in housing estates – this informed the design 
and content of the questionnaires in Appendix 1 and 2; 
d) the identification of respondents on whom to conduct interview (i.e. Facilities 
Managers) and residents.     
e) the literature review on corporate FM in areas that were similar to indicated FM 
coverage areas in the respective housing estates. This literature review thus 
become another research tool to generate data with which FM practice in housing 
estates was evaluated (figure 4.4 and chapter 6) further aiding the development of 
Framework of FM in housing management was anchored;   
f) a discussion on the genesis of housing estates development in Lagos State 3.3.1) 
and the classification of housing estates into public and private (Tables 3.4 and 
3.5); 
g) The identification and classification of housing estates developers/investors 
(section 3.3.2); 
h) Evaluation of the differences in the management structures in public and private 
housing estates (section 3.3.3.2);       
i) the identification of the challenges plaguing housing management practice in 
Lagos State; notably, where FM is not being practised (section 3.3.3.3); and 
j) permission was sought for the second stage of the research during which 
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questionnaire was administered on the respondents in (d) above.   
3.3.1  The Genesis of Housing Estate Developments in Lagos State  
Lagos State, with its capital at Ikeja (figure 3.3), is the smallest state in the Federal 
Republic of Nigeria in terms of land area with just 358,861 hectares or 3,577sq.km. The 
State is located on the south-western part of Nigeria on the narrow coastal plain of the 
Bight of Benin (figure 3.4). It is bounded in the north and east by Ogun State of Nigeria, 
in the west by the Republic of Benin and stretches over 180 kilometres along the 
Guinea Coast of the Bight of Benin on the Atlantic Ocean (figure 3.4). 
 
 
 
Figure 3.3: Map of Lagos State, Nigeria 
 
Over the last four decades, the dominating housing problems (see section 3.13) have 
compelled government and philanthropic organisations to look for sustainable solutions. 
Some of the consequences of these issues are crime, social disorganisation and the 
reported cholera outbreak in October 2013 spanning Amuwo-Odofin, Apapa, Lagos 
Island, Ajeromi-Ifelodun, Oshodi-Isolo and Surulere local government areas (Osborne, 
2013),  traffic congestion, and pressure on urban infrastructural facilities and services. 
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Figure 3.4:  Map of the Federal Republic of Nigeria  
            
In solving these problems, various attempts have been made by governments through 
their various agencies such as Federal Housing Authority (FHA) and Lagos State 
Development and Property Corporation (LSDPC), to expand urban housing 
infrastructure. In order to cope with these problems, Governments entered directly into 
housing delivery programmes, invested in transport and traffic management, and yet 
these efforts have had little impact. From 2000 to date, Lagos State Government has 
constructed 7,850 housing units, a huge short fall from the 224,000 housing units 
annual target projected (Lagos State Ministry of Housing, 2012). 
 
The Lagos Executive Development Board (LEDB) was inaugurated in 1928, and 
charged primarily with the re-planning, improvement and development of Lagos. 
Although the Board was the sole executive authority for planning and development both 
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in Central Lagos and its environs, the maintenance of its constructed roads, drains and 
open spaces was the responsibility of the Lagos City Council. The vetting of building 
plans was shared with the City Council, an awkward arrangement, which often resulted 
in the delay of approval of building plans (Lawal, 1997). The attendant frustration to 
private developers often times led to the contravention of planning regulations.  
 
LEDB engaged in various housing schemes including: the Lagos Central Planning 
Scheme for Lagos Island, Surulere Re-housing Schemes I and II for Surulere, Lagos 
Housing Scheme (Low-cost housing) for Yaba area, Freehold Housing and Plot 
Scheme in Surulere and Apapa Residential and Industrial Estates‘ Schemes. However, 
the subsequent expansion of the city necessitated the establishment of the Ikeja Area 
Planning Authority (IAPA) in 1959. The IAPA was given the responsibility to control the 
development and the provision of public housing estates in other parts of the 
Metropolitan Lagos other than Central Lagos. The IAPA had full powers to vet building 
plans and control private development in its areas of jurisdiction, but such plans had to 
be forwarded to the relevant Local Council for health approval.  As part of its activity, 
IAPA supervised the development of Isolo Housing Scheme, Shomolu and Surulere 
Extension Schemes in the late 1950s and Ilupeju Residential and Industrial Schemes in 
the early 1960s. 
 
With the creation of Lagos State in 1967, the need to stem the lack of proper 
coordination between the existing Planning Authorities and the unnecessary dissipation 
of energy without meaningful results necessitated the formation of a central body 
charged with the duties of the different planning bodies. Consequently in 1972, the 
Lagos Executive Development Board (LEDB), Ikeja Area Planning Authority (IAPA) and 
Epe Town Planning Authority (ETPA), metamorphosed into what is now known as the 
Lagos State Development and Property Corporation (LSDPC). The LSDPC Edict No. 1 
of 1972 bestowed legality on this metamorphosis. The functions of the new body, 
included acquire, develop, hold, manage, sell, lease or let any property movable or 
immovable within state; provide and maintain roads, footways, bridges, drains and 
sewers on its estate until a local authority takes over; establish a Home-Ownership 
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Saving Scheme in respect of any housing estate or building owned, constructed and 
managed by the corporation; and carry on all activities, which are necessary, 
advantageous or convenient for the purpose of carrying out its functions subject to the 
provision of the Edict. 
 
Various bodies such as the Lagos Building Investment Corporation (LBIC), Land Use 
and Allocation Directorate, New Town Development Authority and Survey Department 
were created alongside the LSDPC, and are now responsible for the planning and 
development of Lagos metropolitan and sub–urban regions. Upon its creation in 1972, 
LSDPC inherited the liabilities and assets of its three predecessors, whilst being 
divested of all their development control powers. These were transferred to the Lagos 
State Ministry of Works and Planning (LSMWP), which became responsible for planning 
and development control throughout the state. However, the power to control 
development on its estates was transferred back to the LSDPC in 1978. The LSDPC 
has focused on the provision of low, medium and high-density housing estates, office 
accommodation, infrastructure and facilities in all its estates; and at the same time, 
ensuring their maintenance including one of the case studies for this research.  
 
In 1980, efforts were made by the then Governor of Lagos State, Alhaji Lateef Kayode 
Jakande, to plan and redevelop the southern part of Lagos State, the Lekki Peninsula 
which is about one-third the size of Lagos. The Lekki Peninsula is located east of 
Victoria Island and starts immediately east of the stretch of water that links Five-Cowrie 
creek and Kuramo Waters and extends to the town of Lekki in the Epe Division of Lagos 
State (figure 3.3). It covers a total area of about 11,425 hectares and stretches 
eastwards for a distance of about 22 kilometres from its western boundary of Five-
Cowrie Creek.  
 
The basic aim for the development of the Lekki development programme is to prepare a 
comprehensive integrated, self-sufficient and self-reliant scheme for the area and to 
produce well-planned schemes that will divert the northwards trend of growth in 
population in metropolitan Lagos southwards. Most importantly, the Government 
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intended to create new towns where all categories of people with socio-economic 
diversity will live together happily, in peace and harmony (Lagos State Government, 
1980). The Committee prepared a land-use plan, which made provision for different 
land uses such as residential (low, medium and high densities) commercial centres, 
industrial use, public use, recreation and tourism, green belt, forest agriculture and 
reservation. Lekki including Ajah, Ibeju and environs now have many new housing 
estates, in addition to several thousands of houses built by private individuals. The 
social-economic balance has however not been addressed, as the developments are 
focussed on the upper middle income and higher income brackets of society. 
3.3.2  Classification of housing estate developers / investors in Lagos State 
At present, there are two groups of housing estate developers / investors in Lagos 
State, namely: public and private developers. Private developers/investors consist of 
individuals who buy from site and services schemes, and build for owner-occupation; 
individuals who build for investment purposes; private companies who build for staff 
occupation; private companies who build for investment purposes; mutual or 
cooperative societies; and unions and trade associations.    
The basic features of housing estates (i.e. private housing estates) built by private 
developers/investors are as follows: 
 Ownership structure: In Nigeria, private estates are owned by individuals, groups 
of individuals, corporate bodies, etc. These organisations acquire land for the 
provision of dwelling units for the populace, often for economic reasons. It could 
sometimes be towards the provision of housing accommodation units to the general 
public and/or their employees.  
 
 Management structure: Table 3.4 shows that in the private estates, the 
management structure varies with a mix of in-house and outsourced management 
structures. Some of the estates have resident‘s boards or associations with elected 
representatives. Some boards / associations have management responsibility. 
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Table 3.1: List of some private housing estates in Lagos State Source:  
(Source: Pilot study) 
S/NO. NAME OF HOUSING 
ESTATES 
OWNERS NO. OF 
HOUSING 
UNITS 
YEAR OF 
COMMISSIONING 
MANAGEMENT 
 
1.  Abebe Court UPDC Property 
Division 
32 1987 In-house Management 
(UPDC Ltd)  
2.  Ajao Estate, Ketu Private individuals  1982 Residents Association 
3.  Atlantic Nominee 
Estate 
Atlantic Nominee 
Estate Ltd 
   
4.  Atunrase Estate 
Gbagada 
Samuel Atunrase 
(Site &Services 
Scheme) 
306 1983 Residents Association 
 
5.  Alma Beach Estate  165   
6.  Aviation Estate Individual 98 2001 Residents Association 
7.  Awuse Housing 
Estate 
Private 348 1967 Outsourced 
8.  Beuna Vistal Estate Cityscape 
International Limited 
70 2006 Outsourced 
9.  Cable Point Estate, 
Lekki. 
UACN Property Dev. 
Coy. Ltd Dev. Coy. 
Ltd 
 2006 In-house Management 
(UPDC Ltd) & Outsourced 
10.  Chevron Estate Chevron Company Ltd 127 1990 & 2007 In-house Management 
(Chevron Company) 
11.  Crown Estate Crown Estate 
Royalties Plc 
414 1991 Crown Estate Royalties 
Plc 
12.  Crown Realities Private 414 1995 In house 
13.  Crystal Estate Private 25 1995 Residents Association 
14.  Danny Estate Danny Estate Limited 37 1992 Outsourced 
15.  Ebute Metta 
Housing Estate 
Individuals 528 Built between 
1981 &1989 
Residents Association 
 
16.  Eleganza Estate  RAO Investment 
Property Company 
Limited, Ikoyi. 
115 2004 In-house Management 
& Outsourced 
17.  Fara Park Estate Fara Park Limited 80 2003 Outsourced 
18.  FHA Diamond 
Estate 
Federal Government 500 2005 Residents Association 
19.  Gemade Housing 
Estate 
Federal Government 
(Site & Services 
Scheme 
250 1997 Residents Association 
 
20.  Good Home Estate Good Home Estate 252 2007 In-house Management 
(Good Estate Ltd) 
21.  Goshen Beach 
Estate 
Grant Properties 
Limited in 
Collaboration with 
LSDPC 
86 2002 In-house Management 
(Grant Properties) 
22.  Kudirat Abiola 
Housing Estate 
Private 101 2000 Residents Association 
23.  Lekki Beach Estate FHT Venture 300   
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24.  Mabayoje Housing 
Estate, Ikoyi 
Private 14 1972  
25.  May Fair Gardens May Fair Gardens 
Limited 
508 2005 May Fair Gardens Limited 
26.  Millennium Housing 
Estate 
Private 200 1994 Outsourced 
27.  Niger Towers UACN Property 
Development 
Company 
54 2004 In-house & Out sourced 
28.  Opebi Medium 
Housing Estate 
Private 337 1967 In-house management 
29.  Park View Estate Private Over 250 1990 Residents Association 
30.  Princely Court, 
Oniru Estate 
Victoria Island 
Annex 
Private 14 2005 In-house & Out sourced 
31.  Royal Estate Private 75 2003 Outsourced 
32.  Royal Garden 
Estate, 
Trojan Estates Limited 140 2006 In-House management 
33.  Sea Gate Estate Harries Property 45 2007  
34.  Stallion Garden 
Court 
Stallion Property & 
Dev. Company. 
42 2006 Stallion Property & Dev. 
Company. 
35.  Treasure Gardens UACN Property 
Development 
Company PLC. 
79 2007 
 
In-house Management 
(UPDC Ltd) & Outsourced 
36.  UPDC Estate, 
Lekki 
UACN (Property 
Development 
Corporation) 
83 2001 In-house Management 
(UPDC Ltd) & Outsourced 
37.  Victoria Garden 
City, Lekki 
Victoria Garden City 
Limited 
3,000 1991 VGC Maintenance & 
Management Company 
Limited 
38.  Victory Park Estate,  Grant Properties 
Limited 
80 2009 In-House management 
(Grant Properties Limited) 
     
In Lagos State, public developers consist of the Federal and State governments and 
their respective agencies. Public housing estates are created by a wide variety of 
legislative, administrative and financial mechanisms as a means of providing decent, 
safe and environmental friendly housing at affordable cost (Lawal, 1997). The 
contributions of public operators (consisting of State and Federal Governments and 
their respective agencies) to housing estates development are in the following areas: 
a) Direct construction of housing units for all classes of income earners, that is low, 
middle and high income earners; 
b) Provision of basic infrastructures in the form of site and services schemes; 
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c) Creating enabling environment through various housing related legislations and 
policy formulations and the encouragement of private developers to go into mass 
production of housing; 
d) Establishment of mortgage institutions to make available housing loans at single 
digit interest rate;  
e) Establishment of building materials research institutes and the local production of 
building materials at affordable prices; and 
f) Simplifying the process of land acquisition and registration under the Land Use 
Act.1978. 
 
There are two main types of public housing estates in the Lagos area; namely the ones 
which are wholly owned and directly managed by Government Ministries and Agencies 
(of both State and Federal Governments) such as Lagos State Ministry of Housing, 
Lagos State Development and Property Corporation (LSDPC), Federal Ministry of 
Housing, and Federal Housing Authority (FHA); and staff housing estates belonging to 
public educational institutions (such as universities, polytechnics and research centres); 
government parastatals including the Nigerian National Petroleum Corporation and 
Central Bank of Nigeria) and the various Government Ministries.  
 
The rationale for public housing estate is that the target groups for which these housing 
estates are provided cannot afford adequate housing in the highly competitive real 
estate market (Olusegun, 2002). Consequently, the public authority decides that direct 
provision of housing is the needed help or assistance. Thus, the major objectives of 
public housing estate is to ensure equality of access to public social service, in this 
case, housing; to provide improved standard of living through adequate and affordable 
housing; to increase the revenue of the public agencies involved in housing 
development; and the provision of adequate and efficient housing system.  
 
The basic features of housing estates built by the public developers/investors, as 
revealed in the course of pilot study, are outlined below: 
 Ownership structure: The ownership structure of public estates takes the form of 
land and buildings acquired by either the federal, state or local governments 
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respectively for the provision of housing units; included here are the housing estates 
that were built by government departments and parastatal meant for the public. Land 
with infrastructure is provided for private development, or estates are developed by 
Government and sold on to the public. 
 
 Management structure: Public housing estates are managed by either in-house 
management teams or the residents association (Table 3.5). The residents 
associations may employ either direct labour or outsource management of the 
estates. The management structure of profit-based public housing estates was also 
found to be different from those of the non-profit based ones. 
 
Barbelet (1982) opined that the housing management programme should be at two 
levels. The first and higher level is the overall direction of policy, the general 
guidance of resources towards the desired housing objectives. The second and 
lower level is ―supervision and control‖, so as to ensure that policies are 
implemented as efficiently as possible. To ensure smooth and efficient operation at 
both levels, a national management structure must design setting out the 
relationship of various agencies concerned with production of financing of houses 
and indicating how each serves to achieve the objectives of their housing 
programme. Barbelet (op cit) concluded that the management of public housing 
estates must be the responsibility of the lower level, that is, within the jurisdiction of 
the state and local governments in which such housing estate is located but that the 
local government must be adequately funded by the Federal Government to ensure 
this important function.  
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Table 3.2: List of some public housing estates in Lagos State  
(Source: Pilot study) 
S/NO. NAME OF HOUSING 
ESTATES 
OWNERS / 
DEVELOPERS 
NO. OF 
HOUSING 
UNITS 
YEAR OF 
COMMISSIONING 
MANAGEMENT  
 
1 Amuwo Odofin Low 
Cost Housing Estate 
Lagos State 
Government / LSDPC 
2,068 1984 LSDPC & Residents 
Association 
2 Central Bank of Nigeria 
(CBN) Estate I, 
Satellite Town 
Federal Government  of  
Nigeria 
158 1981 In-house Management 
(CBN Premises Unit) 
3 Central Bank of Nigeria 
(CBN) Estate II, 
Satellite Town 
Federal Government  of 
Nigeria 
378 1988 In-house Management 
(CBN Premises Unit) 
4 Dolphin Estate Lagos State 
Government / LSDPC 
321 1991 LSDPC & Residents 
Association 
5 Federal Housing 
Authority (FHA) Estate, 
Abesan 
Federal Government  of 
Nigeria 
3,456 1985 FHA & Residents Association 
 
6 Osborne Estate 
Foreshore 
Federal Government  of  
Nigeria (Site & Services 
Scheme) 
Over 100 1999 Government & Residents 
Association 
7 Festac Housing Estate Federal Government  of 
Nigeria 
11,601 1974 FHA & Residents Association 
8 Gbagada Millennium 
Housing Estate 
Lagos State 
Government / LSDPC 
148 2001 LSDPC & Residents 
Association 
9 Gowon  Estate, 
Egbeda 
Federal Government of 
Nigeria 
2,500 1977 Federal Housing Authority 
(FHA) & Residents 
Association. 
10 Howson Wright Estate, 
Oregun 
Public 55 1998 Residents Association 
11 Iba Housing Estate. Lagos State 
Government / LSDPC 
412 1986 LSDPC & Residents 
Association 
12 Ogudu GRA Lagos State 
Government (Site & 
Services Scheme) 
1000 1989  
 
Residents Association 
 
 
13 Omole Phase 1 Lagos State 
Government (Site & 
Services Scheme) 
100 1977 
14 Omole Phase 2 Lagos State 
Government (Site & 
Services Scheme) 
  
15 Ijaye Medium Housing 
Estate, Agege 
 
 
 
 
 
 
Lagos State 
Government / LSDPC  
 1988  
 
 
 
 
LSDPC & Residents 
Association  
 
 
 
 
16 Iponri Low Cost 
Housing Estate 
1002 1982 
17 Lateef Jakande Estate, 
Abesan, Ipaja 
1000 1982 
18 LSDPC  Ojokoro Low 
Cost Housing Estate 
630 1983 
19 LSDPC Housing Estate 
Ile-Iwe Meta, Isolo 
217 1970 
20 M.K.O Abiola Gardens, 
Alausa 
350 1998 
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21 New Dairy Farm 
Housing Estate 
195 2005 
22 Ogudu GRA 250 1989 
23 Palm View Estate, Oko 
Oba, Agege. 
34 2001 
20 River View Estate, 
Isheri- North 
231 2005 
21 WEMABOD Housing 
Estate 
WEMABOD Estate 
Housing Limited 
95 1964 In-House management 
(WEMABOD Estate Housing 
Limited) 
 
Apart from the ownership pattern in public housing estates, different housing estates 
had very little in common. For example, they varied in size, character, organisation 
structure, management style and varying degree of policy objectives.  
3.3.3 Housing Management Practice 
Macey and Baker (1982) defined housing management (HM) as the management of all 
the present and potential housing resources of an area so as to contain, and then 
eliminate any housing problem. Furthermore, they defined HM is defined as,  
"The application of skill in caring for the property including its surroundings and 
amenities; and in developing a sound relationship between landlord and 
tenants; and between tenants themselves; in order that the estate as well as 
the individual house may give the fullest value to both the landlord and tenant. 
From the landlord's point of view, it is desirable that the properties should be as 
efficiently and economically maintained and managed as possible; while from 
the tenants‘ point of view, the house should provide a home, the focal point for 
a full and happy life for the family, set in surroundings where there are 
opportunities for attaining the wider goal of a full and happy community life.‖ 
 
Orhon (1987) cited in Kizildağ (2003) defined HM as the planning, organisation, 
operation and control of technical facilities such as measures in planning/design and 
realisation steps for upgrading the living conditions in housing environs; maintenance, 
repairs and management of elements of building/infrastructure forming the buildings and 
environs in order to conserve the physical condition of housing. 
 
The above definitions showed certain similarities and overlaps with the functions of 
facilities and property management, albeit within the specialist sector of housing. The 
above definitions notwithstanding, Scot et al (2000) indicated that there has never really 
been any clear consensus on what HM is and what it should achieve. The Baseline 
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Study of Housing Management (Clapham, 1995) commissioned by the Scottish Office in 
the early 1990s, to assess public sector landlords' policies and practices indicated that 
HM tasks would include different services provided by landlords to their tenants. These 
functions include: rent collection and arrears management, repairs and maintenance, 
voids and allocations, tenancy and environmental management and tenant participation. 
The Baseline Study also identified a number of other housing management related 
activities which were defined as ‗non-core‘ tasks. These are services that could be 
carried out by HM staff, but were not provided exclusively to tenants. These tasks 
included: homelessness administration, housing aid and advice, housing benefit 
administration and management of special needs housing. Some of these tasks 
(homelessness and housing benefit) are statutory responsibilities of local authorities in 
the UK and would not, therefore, be provided by registered social landlords (Scot, et al 
2000). These later tasks are not relevant in Nigeria as there is no welfare system in 
place and no requirement for Government to take responsibility for homelessness or 
special needs housing. 
 
There are two main types of housing stock to be found in the UK, private and public 
(similar to Nigeria). Private housing stock includes owner occupied and private rented 
housing which can also be found in Nigeria. The main difference is in public provision of 
housing where the UK has Council owned housing stock and provision by housing 
associations, which do not exist in Nigeria.  
 
Council Housing is the most widespread form of social housing for disadvantaged 
groups in the UK. Management functions are usually held by related departments of 
local authorities, although these could be transferred to Arm‘s Length Management 
Organisations (ALMOs) or through stock transfer to housing associations. Housing 
Associations are non-profit organisations which provide social housing. Management 
functions are held by a management department and the department may be divided 
into sections when the scale of the association is larger (Uz, 1994 in Kizildağ, 2003). 
 
The ―Good Practice in Housing Management‖ studies in Scotland, United Kingdom, 
found that there is a lack of clarity, not only about the aims and scope of housing 
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management, but also about the purpose of social housing which they felt were 
fundamental to the discussion of good practice (Scott, et al., 2000). One of the 
significant gaps in practice identified by the studies was in the areas of repairs, 
maintenance and environmental management. The study concluded that: ―Repairs and 
maintenance are generally well served, but repairs service has received more attention 
than maintenance‖. 
 
This shows a reactive rather than proactive approach to housing management, as 
repairs are undertaken, but planned and preventative maintenance is not. Kizildag 
(2003) identified housing management issues on the agenda of international policies, 
with four issues identified by the European Urban Charter 1993 within the context of 
urban policies of the European Council. These are the rehabilitation of the physical 
urban environment and the existing housing stock; improving social and cultural 
possibilities in settlements; and encouragement of community improvement and 
participation.  
3.3.3.1 The specific roles of housing management 
Baldwin (1994) stated that HM ensures the total care of the building during the 
operational stage, and that the extent of management service will vary according to the 
building's use, quality, size, location and age, the ownership profile, and the capability 
and management strategy of the owning organisation, its management structure and 
policies. Sound housing management would ensure the proper upkeep and 
maintenance of the existing housing stock in good conditions and prevent them from 
falling into slums. Lawal (1997) proposed that the functions of HM would be to meet the 
present and future needs through effective space utilisation; keep outgoings at 
reasonable levels through efficient tenant selection system; ensure functional 
performance of the building through timely and adequate maintenance; generate 
reasonable returns; prepare and revise from time to time a scheme for allocating 
houses based on affordability and suitability to needs; ensure that the available stock of 
houses is utilised to the maximum possible advantage; determine mortgage repayment, 
collect same and deal with recovery of arrears; maintain the house in a good state of 
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repairs, external works and facilities; render advice on the extent, nature and location of 
house; and maintain the social standard of housing environment. 
 
Power (1987) is of the view that the inhabitants and their soundings must be improved 
through direct management of tenants/residents and their re-education to stay away 
from slum habits and that despite a large expenditure on such properties, if well 
managed, could yield a reasonable financial return on the capital invested as well as 
providing much better homes. On his part, Bourne (1981) stated that sound housing 
management and an efficient maintenance of the housing stock in good conditions will 
prevent the formation of slum. In short, the main objective of housing management is 
the establishment of good relationship with the owners and residents principally to 
provide services, proper upkeep of the property, including the provision of security, 
cleaning, maintenance and general administration services to ensure habitability. The 
UNCHS Habitat II National Report (United Nations, 1996) stated that the habitability of 
housing will be determined by the following factors: availability and functionality of 
mechanisms for regulating the processes and actions, which could result in disruption in 
the habitability conditions; availability and accessibility recreational, sports and rest 
places; the participation and negotiation in the balanced land use planning and practice 
between private and public; open and built environment, decisions on population and 
building densities; security and safety; the physical condition of the dwellings and 
buildings; and the sufficiency in quality and quantity of social and technical 
infrastructures and services. 
 
Without proper management and adequate maintenance, varying degrees of 
obsolescence or deterioration are inevitable. This is because housing stock ages 
rapidly, as a result, both the physical and economic lifespans of housing is often 
shortened without adequate management and maintenance in place. Thus, poor 
housing management often contributes to the rapid deterioration and decline of housing 
stock and the loss of inherently sound and potentially valuable dwellings (Bourne, op 
cit). Residential buildings, like other capital goods, thus require efficient management, 
prompt maintenance and repairs.  
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Poor housing management could also lead to discontented and frustrated residents. 
Kck-Kai-Fong (1984, p.10) opined that discontented residents may express feelings of 
frustration and rage in uncooperative or negative behaviour like vandalism, culminating 
in a downward spiral of deterioration and slum development; the houses and the 
immediate neighbourhood would suffer depreciation and incalculably high physical, 
social and economic costs would be incurred.  
3.3.3.2  Management of public and private housing estates: Any difference? 
The basic differences in the management of public and private housing estates could be 
described as follows: 
a) Main objective of ownership of the estate: The main difference in the 
management of public and private housing estates is the ownership objective. 
Whilst the main objective of the public sector estate ownership was for the 
provision of social services; those of the private sector estate ownership was 
geared towards profit. According to Thorncroft (1976), the ownership objective of 
public housing varies between three main objectives; namely: the provision of a 
direct public service; indirect social services; and commercial returns for the public 
treasury. Indirect social services are provided by the Federal Government through 
the Federal Housing Authority (FHA), where the occupants of public sector houses 
could bid for the houses at a highly subsidised price with convenient payment 
terms. In spite of the subsidy, a considerable level of revenue still accrues to the 
Nigeria Federation Account through the sale of these houses. 
 
b) Size of the housing estate: Another difference between public and private 
housing estate was found to be the size. While a public housing estate is usually 
large in size (38% of research sample was large, 33% medium and 29% small), a 
private housing estate is usually smaller (11% of research sample was large, 26% 
medium and 63% small). The extensive nature of the size of public housing estates 
gives it inherent managerial complexities, for example, Festival (Festac) town in 
Lagos. 
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c) Policy decision and machinery for implementation: Although the management 
of public and private housing estates aims at deriving the maximum use and 
benefit from their respective housing estates, policy decisions and machinery for 
implementation were found to be different. In private housing estates, policies are 
market driven. In the case of the public housing estate, policies are politically 
driven by government. With regards to implementation, private housing estates rely 
on the knowledge and experience and competence of their management teams to 
formulate policy and implement them. In public housing estates, directives are 
usually handed down from the top on the new policy and strict guidelines passed 
down on its implementation. In this situation, the Manager does not have the 
freewill or the initiative to work out ways to achieve optimum results.  
 
d) Organisational differences: Organisational differences occurred in the number of 
employees and qualifications of employees. Private housing estates employed less 
people in the management fo the estates than public sector housing organisations.  
 
e) Political influences: The political situation in any country, to a certain extent, 
affects the management of public properties more than that of the private. For 
example, every political party in power has its own priorities/programmes. When a 
new government is formed, embargoes may be placed on capital projects, at least, 
until the new government finds its feet. New policies may also be regressive, as 
politicians may not wish to show anything good in the policies of their 
predecessors. The same position is not applicable to the private housing sector, 
whose policies are only affected by Government by changes in legislation and tax 
liability. 
3.3.3.3 The challenges of housing management 
According to Boleat (1985), the problem of housing is more than physical shelter. Ukoha 
and Beamish (1997) stated that ―… Simply providing housing units does not measure 
the success of housing programmes in either developed and developing countries. The 
suitability of the living environment to the needs of the residents is essential for housing 
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programmes to be judged successful‖. Loo (1991) indicated that the size and type of the 
houses being managed may range from one unit of accommodation to a large housing 
estate that may comprise hundreds or thousands housing units. Both forms have 
management implications. Oshadiya (1997) indicated that the types of property 
ownership have their management strategies and operational procedures. For example, 
legal complexity in property ownership hinders the will to maintain it. Where a particular 
owner dies intestate, it exposes the housing estate to long-drawn ownership tussles and 
claims by the children and even relatives. Such housing estate suffers neglect and 
deteriorates in the process. This is the case with one of the private housing cases in this 
study, where the tempo of activities has dwindled after the demise of its founder.  
 
As a developing country, Nigeria is faced with the challenge of providing adequate 
infrastructure. Utilities such as electricity and water are not reliable where available, and 
roads and other transport networks are very poorly maintained. Waste management is 
also a big challenge, with waste disposal in many cases being managed by individuals 
through the use of septic tanks and drainage systems. Estates therefore have to not just 
provide these infrastructures but also maintain their upkeep (in most cases) separately 
from the inefficient or non-existent national grid.   Infrastructure and utility services that 
form essential part of a housing estate usually includes: electric power generator, water 
borehole, overhead water tank or underground water reservoir complemented with 
water pump, central air-conditioning system, fire fighting equipment and close-circuit 
cameras, among others. Recreational facilities such as swimming pool and lawn tennis 
courts are usually provided as standard in the upper middle income housing estates.  
 
Besides the inadequacies of the infrastructure and the erratic provision of utility 
services, the most neglected component aspect of housing estates in Nigeria relates to 
the building structure, fabric and fittings. Poor maintainance has led to a very poor 
aesthetic quality of the housing stock (figure 1.2). Often times, lifts breakdown or 
become defectiv and require repairs or replacement, which are not effected on time 
thereby subjecting residents to undue hardships and unecessary risks. For example, 
there was a recent case where the pulley of one of the passenger lifts installed at a 
case study housing estate gave way leading to a serious and permanent spinal cord 
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injury to one of the residents. This could have been avoided if appropriate remedial 
action was carried out immediately the fault was identified. The inadequacies of 
legislation to deal with such health and safety hazards also constitute a cahllenge to 
housing management. 
 
Other contributory factors which create challenges for housing management in Nigeria 
(Olusegun, 2001, 2002) include: :  
 Climatic condition: This could have varying effects on virtually all element or parts 
of the building, be it the substructure (i.e. foundation), super-structure, and the roof. 
Its effects can lead to problems in the areas of metal corrosion, dampness and 
mildew, plaster works, joinery, paintworks, condensation kitchen and mosses, etc. It 
poses a serious problem particularly when construction materials are selected 
without due consideration to the prevailing weather and climate. For instance, most 
of the housing estates sited at the Lekki/Ajah axis of Lagos State are very close to 
the seashore and are experiencing heavy corrosion of exposed parts of the building 
elements as a result of the heavy presence of salty sea vapour.  
 
 Construction materials and workmanship: The use of imported materials that 
are foreign to the temperate environment in Nigeria, and are not readily available, 
poses a serious maintenance problem when the need arises. Also, the use of 
cheap materials and poor workmanship constitute a recurring management 
problem. 
 
 Human factor: Residents behaviours or attitudes often constitute management 
problems to the Facilities Manager. These include incidences of wilful damage to 
properties, the occupancy ratio and intensity of use, physical alteration by the 
residents without prior consent of the owners/Managers.  
 
 Economic environment: The prevailing economic situation in Nigeria vis-à-vis the 
low value of the nation‘s currency, the Naira, compared with other foreign 
currencies, is taking its toll on virtually every aspect of people‘s finances. The 
noticeable areas in housing management is the propensity of property developers, 
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investors and contractors alike to use inferior and cheap materials in their new 
buildings and maintenance, and rent and/or service charge defaults by the 
residents. 
 
 Obsolescence: Apart from the numerous management problems earlier discussed, 
most housing estates, especially the public ones, are subject to untimely physical, 
economic, functional and social obsolescence.  
 
3.4  THE NEED FOR FACILITIES MANAGEMENT IN HOUSING  
The provision of new housing estates to cater for everyone in need of decent 
accommodation would not be possible in short term due to huge capital and other 
ingredients (such as land, building materials, labour and entrepreneur) that are usually 
involved. Consequently, there is need to integrate FM into housing management to 
enhance standard and improve on the current level of practice. During the pilot study, it 
was discovered that the some public housing estates, notably, non-profit based are in 
deplorable condition, a consequence of which the housing estates concerned were 
losing their initial reputation, and if not properly attended to, the consequences of 
neglect will be a colossal loss of investment to the government in particular, and the 
nation in general. On the other hand, the housing estates that were practicing FM 
appeared to have a better housing environment. Consequently, the housing estates, 
which aimed at providing habitable environment must be protected from sliding into 
deterioration so that the vision and mission of housing estate concerned can be 
achieved and thereby prevent depletion in the number of the existing housing stock.  
 
Dilapidated and unhealthy housing with poor infrastructures in an environment could 
negatively impact on the quality of life; and may even contribute to the outbreak of 
epidemic. The preservation of the value and utility of the stock of housing units are 
therefore essential to the economic well-being of the citizens and gives pride to social 
values of a country. This being the case, the role of FM in housing was critically 
examined using mixed methodologies; namely, grounded theory (GT) and case study. .  
In recent years, FM has elicited great interest in Nigeria as it is now being seen as the 
solution to the myriads of problems besetting the built environment, especially housing. 
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The literature is replete with the scope/functions of FM and these functions far outweigh 
that of PM as literatures on these subjects have shown (section 2.13). Although, the 
integration of FM is considered late in some housing estate due to many derelict houses 
and infrastructures with high deterioration level (figure 1.2) but the integration of FM 
principles could help institute programmed maintenance procedure in the redeemable 
housing estates. The role of FM in housing management was the focus of this research.  
 
3.5   SUMMARY 
Housing remains one of the biggest problems facing many rapidly growing urban 
centres of the world. In Nigeria, housing problem is most acute in Lagos, and this is 
because of the influx of people to the State, and the existing housing stock not being 
able to cope with the continued population surge into the State. As a result of the 
increase in the population of metropolitan Lagos state which is the commercial centre of 
Nigeria, there is increase in housing problem both in its adequacy and quality. In 
addition, the facilities and services provided are inadequate, over-utilised and poorly 
maintained. Apart from this, it is the desire of most Nigerians to have houses of their 
own, but this objective could not be met by many because of the huge capital required 
in building a moderately decent, healthy and safe house. Consequently, in an attempt to 
solve the housing problem, the Government and private developers got involved in 
direct construction, and indirectly through the provision of site and services schemes, 
and creating the enabling environment through legislation.  
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CHAPTER 4: RESEARCH METHODOLOGY 
 
Cavana, Delahaye and Sekaran (2001, p.4) define ‗research‘ as the process of studying 
and analysing the situational factors surrounding a problem in order to seek out 
solution(s) to it. Griffith University (2011) and Amatya (2011) defines it as,  
―… a studious inquiry or examination, especially a critical investigation or 
experimentation having for its aim the discovery of new facts and their correct 
interpretation, the revision of accepted conclusions, theories, or laws in the light of 
new discovered facts or the practical application of such conclusions, theories or 
laws‖.  
 
This chapter explores the philosophical (section 4.2), research approaches (sections 4.3 
& 4.4), research design (4.5), research process (section 4.6); data analysis (section 
4.7), ethical considerations (section 4.8) and finally, research limitations (section 4.9). 
This research was undertaken within a framework of asset of philosophies using 
methods that are considered appropriate in an objective manner (Kumar, 2005). the  
thesis was structured in terms research philosophy, methodological stance and 
approaches, and methods and tools employed in the research.  
 
4.1  RESEARCH PHILOSOPHY    
Research philosophy is an over-arching term relating to the development of knowledge 
and the nature of that knowledge (Bandaranayake, 2012; Anderson, 2013). 
Paradigm  is described as a belief system (or theory) that guides the way we do things, 
or more formally establishes a set of practices; it is ‗a basic set of beliefs that guide 
action (Tuli, 2010; Bandaranayake, 2012; Anderson, 2013). Merriam Webster Dictionary 
(2007) defined paradigm as ―a philosophical and theoretical framework of a scientific 
school or discipline within which theories, laws, and generalisations and the 
experiments performed in support of them are formulated‖. According to Guba (1990), 
Tuli (2010), Bandaranayake (2012) and Anderson (2013) paradigms can be 
characterised through their ontology, epistemology, methodology or axiology, and 
methods (figure 4.1).   
 
130 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 4.1:  Inter-relationship between the building blocks of Research  
(Source: Hay, 2002, pg. 64 in Amatya, 2011) 
 
a) Ontology: This is what exists and is a view on the nature of reality. Blaikie (1993)  
describes the root definition of ontology as, ―the science or study of being‘ and 
develops this description for the social sciences to encompass ‗claims about what 
exists, what it looks like, what units make it up and how these units interact with 
each other‖. It is about the researchers view of the nature of reality, and what 
assumptions we make about the way in which the world works. 
 
b) Epistemology: This is derived from the Greek words episteme (knowledge) and 
logos (reason), epistemology focuses on the knowledge-gathering process and is 
concerned with developing new models or theories that are better than competing 
models and theories. Blaikie (1993) describes epistemology as ―the theory or 
science of the method or grounds of knowledge‖ expanding this into a set of claims 
or assumptions about the ways in which it is possible to gain knowledge of reality, 
how what exists may be known, what can be known, and what criteria must be 
satisfied in order to be described as knowledge (Flowers, 2009). Knowledge, and the 
ways of discovering it, is not static, but forever changing. When reflecting on 
theories, and concepts in general, researchers need to reflect on the assumptions 
on which they are based and where they originate from in the first place. 
Ontology Epistemology Methodology Methods Sources 
What’s out 
there to 
know? What and how 
can we know 
about it? How can we go 
about acquiring 
knowledge? What 
procedures 
can we use 
to acquire it? Which data 
can we 
collect? 
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Epistemology is the researcher‘s perceived relationship with the knowledge he/she 
is uncovering / discovering. The questions are: Is the researcher part of that 
knowledge or is external to it? What is the researchers view on what constitutes 
acceptable knowledge? Guba and Lincon (1994, p. 108) explain that epistemology 
asks the question, what is the nature of the relationship between the would-be 
knower and what can be known? Epistemological assumptions are concerned with 
how knowledge can be created, acquired and communicated, in other words what it 
means to know (Tuli, 2010; Scotland, 2012). The reseacher‘s view will frame his/her 
interaction with what is being researched, and will depend on their ontological view. 
For example, approach  will be objective if knowledge is seen as being governed by 
the laws of nature, or subjective if knowledge is seen as something interpreted by 
individuals. This in turn affects the choice of research methodology.   
 
 
Figure 4.2: The research onion (Source: Saunders et al., 2007) 
 
These characteristics create a holistic view of how we view knowledge; how we see 
ourselves in relation to this knowledge and the methodological strategies we use to 
uncover/discover it. According to Saunders et al. (2007), the research philosophy 
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adopted, ―contains important assumptions about the way in which the researcher 
views the world‖. Using the analogy of an onion (figure 4.2), Saunders et al. (op cit) 
peel off the layers to reveal the philosophies, approaches, strategies, chocies, 
timescales and techniques that make up research. 
 
Disciplines tend to be governed by particular paradigms (Bandaranayake, 2012; 
Anderson, 2013). These paradigmatic stances are as follows: 
i)  Positivism: Positivism is based on two assumptions - that reality is external and 
objective, and that knowledge is only significant if it is based on observation of this 
external reality (Easterby-Smith et al., 1992; Bryman & Bell, 2007; Collis & Hussey, 
2009). Realism is the view that objects have an existence independent of the knower 
(Cohen et al., 2007, p. 7). The positivist epistemology is one of objectivism. 
Positivists go forth into the world impartially, discovering absolute knowledge about 
an objective reality. The researcher and the researched are independent entities. 
Meaning solely resides in objects, not in the conscience of the researcher, and it is 
the aim of the researcher to obtain this meaning. Crotty (1989, p. 8) elaborates, ―A 
tree in the forest is a tree, regardless of whether anyone is aware of its existence or 
not. As an object of that kind, it carries the intrinsic meaning of treeness. When 
human beings recognise it as a tree, they are simply discovering a meaning that has 
been lying in wait for them all along.‖  
 
Therefore, phenomena have an independent existence which can be discovered via 
research. Positivistic statements are descriptive and factual. The scientific paradigm 
is ‗foundational‘ as scientific propositions are founded on data and facts (House, 
1991, p. 2 in Scotland, 2012)).  
 
ii) Post-positivism: This has similar ontological and epistemological beliefs as 
positivism; however, it differs in several ways. Firstly, the truth produced by the 
scientific paradigm is simply our belief in the truth of current tested hypotheses 
(Popper, 1959, pp.. 415-9). Secondly, the principle of falsification argues that 
scientific theories can never be proven true (Ernest, 1994, p. 22). Only when all 
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attempts to refute them fail can they tentatively be accepted. Thus, ―every scientific 
statement must remain tentative forever‖ (Popper, 1959, p. 280 in Scotland, 2012). 
Positivist methodology is directed at explaining relationships. Positivists attempt to 
identify causes which influence outcomes (Creswell, 2009, p. 7). Their aim is to 
formulate laws, thus yielding a basis for prediction and generalisation. A deductive 
approach is undertaken.  
i) Interpretivism (constructivism) paradigm: The ontological position of 
interpretivism is relativism. Relativism is the view that reality is subjective and differs 
from person to person (Guba & Lincoln, 1994, p. 110). Our realties are mediated by 
our senses; i.e. each individual constructs his/her own reality; so there are multiple 
interpretations. Without consciousness the world is meaningless. Reality emerges 
when consciousness engages with objects which are already pregnant with meaning 
(Crotty, 1989, p. 43; Scotland, 2012). Regarding trees, Crotty (op cit) elaborates, 
―We need to remind ourselves here that it is human beings who have constructed it 
as a tree, given it the name, and attributed to it the associations we make with 
trees.‖ A tree is not a tree without someone to call it a tree. Meaning is not 
discovered; it is constructed through the interaction between consciousness and the 
world. Consciousness is always consciousness of something (Crotty, 1989, p. 44 in 
Scotland, op cit; Tuli, 2010).  
 
ii) Realism (critical) paradigm: The ontological position of the critical paradigm is 
historical realism. Historical realism is the view that reality has been shaped by 
social, political, cultural, economic, ethnic and gender values; and reality that was 
once deemed plastic has become crystallized (Guba & Lincon, 1994, p. 110; 
Scotland, 2012). Realities are socially constructed entities that are under constant 
internal influence. Critical epistemology is one of subjectivism which is based on real 
world phenomena and linked with societal ideology. Knowledge is both socially 
constructed and influenced by power relations from within society. Cohen et al 
(2007, p. 27) explain that, ―what counts as knowledge is determined by the social 
and positional power of the advocates of that knowledge‖. Regarding knowledge on 
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trees, different organizations have differing beliefs. For example, the World Wildlife 
Fund and logging companies have differing agendas; therefore, they often dispute 
what constitutes an endangered tree. Social constructionism argues that we are 
born into a world in which meaning has already been made; we are born into culture. 
―We come to inhabit a pre-existing system and to be inhabited by it‖ (Crotty, 1989, p. 
53). This pre-existing system consists of consensuses about knowledge that have 
already been reached and are still being reached. Furthermore, it is stratified and 
marked with inequality (Tuli, 2010; Scotland, 2012). Critical methodology is directed 
at interrogating values and assumptions, exposing hegemony and injustice, 
challenging conventional social structures and engaging in social action (Crotty, 
1989, p. 157; Scotland, 2012). 
 
v)  Pragmatism: Pragmatism may adopt a pluralist position (Goles & Hirshheim, 2000). 
This means that it uses whatever methods are suitable for the research study in 
question. This means that it should be possible to combine a pragmatist study with 
interpretative thinking and methods (Bryant, 2009). 
 
Bandaranayake (2012) undertook a comparison of four research philosophies (Table 
4.1), namely: positivism, realism, interpretivism and pragmatism. Each was examined in 
terms of the ontology, epistemology, axiology and data collection. From this analysis, 
this research is mainly pragmatist with elements of interpretivism. Consequently, data 
analysis was undertaken with the aim of making sense of the information gathered and 
to identify the meanings contained in that data by searching for patterns and regularities 
in the data collected.  
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Table 4.1 Comparison on four research philosophies in management research 
(Source: Bandaranayake, 2012) 
 
 
c) Research methodology: Methodology refers to the general principles which 
underline how the social world is investigated, and how the researcher demonstrates 
that the knowledge generated is valid. According to Swinton and Mowat (2006, 
p.74), ‗methodology‘ has to do with ―an overall approach to a particular field‖. Kumar 
(2000) defined ‗research methodology‘ as ―a way to systematically solve the 
research problem‖.  
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d) Research method refers to the more practical issues of choosing an appropriate 
research design to answer a research question, and then designing instruments to 
generate data (Amatya, 2011).  
 
4.1.1  Research Framework 
GT is a field study that systematically applies procedural steps to develop an 
exploration about a particular phenomenon. As Strauss and Corbin (1990) explained; 
excerpts:  
―GT is one that is inductively derived from the study of the phenomenon it 
represents. That is, it is discovered, developed, and provisionally verified through 
systematic data collection and analysis of data pertaining to that phenomenon. 
Therefore, data collection, analysis, and theory stand in reciprocal relationship with 
each other. One does not begin with a theory and then prove it. Rather, one begins 
with an area of study and what is relevant to that area is allowed to emerge.‖ 
 
Figure 4.3 illustrates the framework that was adapted from the literature to guide the 
procedures for this research. This eight-step research was conducted in three phases 
as follows:  
Phase 1 consists of the following three steps:  
Step 1 – The pilot study. The process and the outcome were described in sections 
3.3.  
Step 2 – Selection of cases. As stated in section 3.3, a total of 59 popular housing 
estates were surveyed (Tables 3.1 & 3.2) out of which 20 housing estates that 
claimed the practice of FM and consented to an in-depth interview during the 
second phase of the research were selected (Table 5.1). This was done 
because, the research focus was FM practice, hence if FM is not being 
practiced and/or will be disallowed further interview, the will be no basis to 
further involve such housing estates.      
Step 3 – Literature review, research and questionnaire designs. Further 
development of the literature on corporate FM based on the scope of FM 
practice in housing (chapter 2); and also, the design of the questionnaire 
(4.6.1.2) for the second phase of the research.  Research design is in section 
4.5 and depicted in figure 4.4.                       
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Figure 1: The specific research plan, adapted from Yin (2003) and Eisenhardt (1989). 
 
 
In qualitative research, Creswell (2005) indicated that there is no standard 
formula to calculate the ideal number of research respondents. According to 
Creswell (op cit), the researcher examines only a ―few individuals or cases in 
order to develop an in-depth understanding‖. Adding more respondents may 
diminish this insight: the more cases ex 
 
 
 
 
 
 
 
 
 
 
 
Figure 4.3: The Research Framework, adapted from Eisenhardt (1989) and Yin 
(2003) 
 
Phase 2 consists of one major step as follows: 
Step 4 – Data collection and writing up of cases. The research process in line with 
grounded theory methodology is contained in section 4.6 and the various 
sources of data and how it was obtained is contained in section 4.6.1. The 
320 page report of individual case and analysed data is contained in volume 2 
of this thesis. However, the highlight of the report is contained in section 5.1. 
 
PHASE 3 consists of four steps as outlined below:  
                PHASE 1                    PHASE 2                    PHASE 3 
                  Define and design     Data collection & within-case analysis         Cross-case analysis 
 
            
                      Identify forms in both  
                                 categories obtain access 
 Interview         Develop new    
 Transcribe          contagious 
and Coding        properties of     
 data related to    
concepts  
Step 4 
Enter field 
and 
conduct 
case 
studies 
research  
Step 4 
continued  
Write 
individual 
case report 
& analyse 
data   
  Step 1 
Select study 
area; 
describe 
questions   
and choose 
conceptual 
model; 
Create 
‗start list‘ 
of codes     
 
Step 2  
Identify firms 
and select 
cases  
Step 3  
Design data 
collection 
protocol & 
instrument 
conduct pubic 
case    
Step 5  
Analysis data 
draw cross-
case 
conclusions 
and within-case 
analysis.   
Step 6  
Shape 
propositions 
confirm. Extend 
& sharpen 
theory.  
Step 7   
Enfold the 
literature. Build 
credibility & 
transferability.  
Step 8 
Reaching 
closure 
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Step 5 – Data analysis and presentation. The discourse on data analysis and 
presentation is contained in section 4.7; and cross-case and within-case 
data analysis including descriptions is contained in chapters 5 and 6.   
Step 6 – Discussion of findings. Full discussion of research findings (emerged 
theories) is contained in chapter 7.  
Step 7 – Grounded theory-based framework on FM in housing management, 
validated with existing literature in order to build credibility and transferability 
is in chapter 8.  
Step 8 –   Conclusion and recommendations (section 9.2 & 9.4) including statements 
on the achievement of research objectives (section 1.3 & 9.3) and original 
contribution to knowledge (section 1.7 & 9.4) and the general implication of 
FM in Nigeria (section 9.5).    
 
4.2  QUANTITATIVE AND QUALITATIVE RESEARCH  
Many authors including Strauss & Corbin (1998), Lee (1999) and Silverman (2000) 
broadly classified research into two types, namely: qualitative and quantitative 
approaches.  
4.2.1 Quantitative Research 
Krishnakumar (2011) and Gersten (2013) referred to quantitative research as the 
systematic empirical investigation of quantitative properties and phenomena and their 
relationships. They indicated that quantitative research aims at measuring the ‗quantity‘ 
or ‗amount‘, compares it with past records, and tries to project for future period. 
Silverman (2000) and Robson (2003) describe quantitative research as associated with 
such features as hard, fixed, objective and thin, and that the objective of quantitative 
research is to develop and employ mathematical models, theories or hypothesis 
pertaining to the researched phenomena. The process of measurement is central to 
quantitative research because it provides fundamental connection between empirical 
observation and mathematical expression of quantitative relationships. This analysis 
permits researchers to discover complex and causal relationships and to determine to 
what extent one variable influences another.  
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The main emphasis of quantitative research is on deductive reasoning, which tends to 
move from ‗general‘ to ‗specific‘ (Krishnakumar, 2011; Wisegeek.com, 2013 and 
Gersten, 2013). This means that a framework of variables is determined before 
embarking on data collection; and where the exact variables are not known, a certain 
set of questions can be developed to enable the performance of the statistical analysis 
once the data has been collected. In this methodology, researchers often have one or 
more hypotheses, which include predictions about possible relationships between the 
things they want to investigate (variables). To this end, data is collected by various 
means following a strict procedure and thereafter, the collected data is statistically 
analysed using suitable software. Simply put, quantitative research is generally 
associated with the positivist paradigm and it usually involves collecting and converting 
data into numerical form so that statistical calculations can be made, and conclusions 
drawn therefrom.  
4.2.2  Qualitative Research 
Myers (2000) described qualitative research as a tool used in understanding and 
describing the world of human experience. Creswell (2006) stated that qualitative 
research is a methodology which begins with assumptions, a worldview, the possible 
use of a theoretical lens, and the research problems inquiring into the meaning 
individuals or groups ascribed to a social or human problem. To enquire into this 
problem, qualitative researchers use an emerging qualitative approach of enquiry, the 
collection of data in a natural setting, which is sensitive to the people and places under 
research, and data analysis that is inductive and establishes patterns or themes. A 
qualitative research methodology is characterised by openness and flexibility, and is 
based on the view that meaning is socially constructed by individuals in interaction with 
their natural situations, and everyday life worlds (Sarantakos, 1998; Merriam, 2002, 
p.3).   
 
Qualitative research is interdisciplinary and trans-disciplinary thereby making it ―many 
things at the same time … multi-paradigmatic in focus … practitioners are sensitive to 
the value of the multi-method approach‖ (Nelson et al., 1992). According to Denzin et al. 
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(1994), qualitative research is characterised by ―separate and multiple uses and 
meanings of its methods‖ asserting that there is ―common acceptance of a multiplism of 
qualitative research methods‖.  According to Elliott et al (1999) cited in FitzGerald et al 
(2008), the aim of qualitative research is ―to understand and represent the experiences 
and actions of people as they encounter, engage, and live through situations‖. 
Therefore, qualitative research is not ―limited by strictly defined rules and variables, 
which might limit the capacity for exploration, but instead uses flexible methods to 
perform data collection and analysis‖. Lincoln and Guba (1985, p.40) suggested that 
qualitative research is more adaptable in dealing with multiple realities, and more 
sensitive to the influence and value patterns that may be observed. Creswell (2006) 
outlined five different types of qualitative research (Table 4.2).  
 
Table 4.2: Types of Qualitative Research (Source: Creswell, 2006) 
Biography  This is the study of an individual and her or his experiences as told to the 
researcher or found in documents and archival material. 
Phenomenology In this study, emphasis is on the meaning of an experience for a number of 
individuals. 
Grounded Theory 
(GT) 
The focus of GT is the generation or discovery of a theory, an abstract analytical 
schema of a phenomenon that relates to a particular situation. Grounded theory is 
an iterative process by which the analyst becomes more and more grounded in 
the data and develops increasingly richer concepts and models of how the 
phenomenon being studied really works.  
Ethnography This study enables the researcher to understand the social world from the 
vantage point of those residing in it. Ethnographies provide understanding of ‗what 
is going on‘ of those who inhabit a range of naturally occurring settings. 
Case Study  This is an exploration of a ―bounded system‖ or a case (or multiple cases) over 
time through detailed, in-depth data collection involving multiple sources of 
information rich in context. 
 
In Table 4.3 , the characteristics of these five types of qualitative research are examined 
looking at the features of each type of qualitative approach. This analysis helps 
researchers to identify the best fit for their intended area of study by looking at the focus 
of the study, identifying the type of issue being addressed, the context of the research, 
the units of analysis, and how data is to be collected, analysed and presented. 
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Table 4.3: Characteristics of Five Qualitative Approaches   
(Sources: Creswell, 2006; Khan, 2014) 
Features Biography 
Research 
Phenomenology Grounded 
Theory 
Ethnography Case Study 
Focus Exploring the life of an 
individual 
Understanding the 
essence of the 
experience 
Developing a 
theory grounded in 
data from the field 
Describing and 
interpreting a 
culture-sharing 
group 
Developing an 
indepth 
description and 
analysis of a 
case or multiple 
cases 
Issue Best 
Suited for this 
Design 
Needing to tell stories 
of individual 
experiences 
Needing to describe 
the essence of a lived 
phenomenon 
Grounding a 
theory in the views 
of participants 
Describing and 
interpreting the 
shared patterns 
of culture of a 
group 
Providing an 
indepth 
understanding of 
a case or cases 
Discipline 
Background 
Drawing from the 
humanities including 
anthropology, 
literature, history, 
psychology, and 
sociology 
Drawing from 
philosophy, 
psychology, and 
education 
Drawing from 
sociology 
Drawing from 
anthropology and 
sociology 
Drawing from 
psychology, law, 
political science, 
medicine 
Unit of Analysis Studying one or more 
individuals 
Studying several 
individuals that have 
shared the experience 
Studying a 
process, action, or 
interaction 
involving many 
individuals 
Studying a group 
that shares the 
same culture 
Studying an 
event, a 
program, an 
activity, or more 
than one 
individual 
Data Collection 
Forms 
Primarily interviews 
and documents 
Primarily interviews 
with individuals, 
although documents, 
observations, and art 
may also be 
considered 
Primarily 
interviews with 
20–60 individuals 
Primarily 
interviews and 
observations, but 
can collect other 
sources during 
time in field 
Multiple sources, 
such as 
interviews, 
observations, 
documents, 
artifacts 
Data Analysis 
Strategies 
Analysing data for 
stories, ―restorying‖ 
stories, developing 
themes, often using a 
chronology 
Analysing data for 
significant statements, 
meaning units, textural 
and structural 
description, 
description of the 
―essence‖ 
Analysing data 
through open 
coding, axial 
coding, selective 
coding 
Analysing data 
through 
description of the 
culture-sharing 
group; themes 
about the group 
Analysing data 
through 
description of the 
case and themes 
of the case as 
well as cross-
case themes 
Written Report Developing a 
narrative about the 
stories of an 
individual‘s life 
Describing the 
―essence‖ of the 
experience 
Generating a 
theory illustrated in 
a figure 
Describing how a 
culture-sharing 
group works 
Developing a 
detailed analysis 
of one or more 
cases 
 
In general, qualitative research aims at describing a phenomenon in its natural context 
(Yin, 1993). Consequently, qualitative method allows the researcher to engage in an in-
depth research that goes to the core of real and current situations resulting in the 
collection of relevant data. Reviewing Tables 4.2 and 4.3, this research utilises  two out 
of the five different types of qualitative research descriptions proffered by Creswell 
(2006), namely grounded theory and case study which will be examined in detail in 
sections 4.3.1 and 4.3.2 respectively. Theory (GT) and case study.  
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4.2.3 Differences between Qualitative and Quantitative Research   
According to Wildemuth (1993), the qualitative paradigm is the understanding of the 
social world from the viewpoint of research respondents, through detailed descriptions 
of their cognitive and symbolic actions, and through the richness of meaning associated 
with the respondents‘ observable behaviour. Unlike the quantitative research, qualitative 
research is subjective and seeks to describe or interpret whatever is being researched. 
In differentiating between qualitative and quantitative research methods, Berg (2007) 
said, ‗quality‘ is the ―nature of things‖, referring to the ―what, how, when, and where of a 
thing – its essence and ambience‖. Consequently, it could be inferred that qualitative 
research examines the ‗meanings, concepts, definitions, characteristics, metaphors, 
symbols and descriptions of things‘.  On the other hand, ‗quantity‘ is the ‗amount of 
something‘.  This means that quantitative research refers to the ―counts and measures 
of things‖ (Berg, op cit).  
 
Qualitative research method tends to be more open and collect primarily non-
standardised data fields. On the other hand, quantitative research methods are less 
flexible and primarily collect highly standardised data. In addition, qualitative research is 
suitable to situations where the aim of a research is to better understand a phenomenon 
about which only little is previously known (Strauss and Corbin, 1990; Creswell, 2006; 
Khan, 2014). This could be achieved through the adoption of a less formal and less rigid 
approach, when compared with information gathering techniques in quantitative 
research.  
 
In qualitative research, the reliability of the interpretation of the data has often been 
questioned, which according to Robson (2003), is because there is no standardised 
method for analysis. The quantitative research tradition, too, has become subject to 
criticism, because the highly standardised tools, methods, and results often do not 
capture the essence and complexity of real-life situations. Robson (op cit, p.32) opined 
that: ―There is no unquestionable foundation …, no facts that are beyond dispute‖ 
because ―knowledge is a social and historical product.‖ For instance, the pursuit of 
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‗measurable phenomena‘ can mean that unperceived values creep into the research by 
simply taking on board a highly problematic and unreliable concept.  
 
Silverman (2000) opined that the ‗variables‘ used for hypothesis-testing may be 
arbitrarily defined in the context of naturally occurring interaction. In the opinion of 
Glaser and Strauss (1967), testing ‗theoretically‘ or the derived hypotheses (or 
relationships between categories and properties), clearly makes the generation of 
theory that is empirically grounded very difficult, if not impossible. Qualitative 
approaches may therefore be more applicable when quantitative measurement is not 
possible due to a lack in understanding of what should actually be measured. Table 4.4 
presents the characterisitics of both the quantitative and qualitative methodologies. 
 
Table 4.4: Quantitative Versus Qualitative Research (Source: Amatya, 2011) 
Features Quantitative Methodology Qualitative Methodology 
Nature of reality Objective; simple; single; tangible 
sense impressions 
Subjective; problematic; holistic; a 
social construct 
Causes and effects Nomological thinking; cause – effect 
linkages 
Non-deterministic; mutual shaping; no 
cause – effect linkages 
The role of values Value neutral; value-free inquiry Normativism; value-bound inquiry 
Natural and social 
sciences 
Deductive; model of natural sciences; 
nomothetic; bases on strict rules 
Inductive; rejection of the natural 
sciences model; ideographic; no strict 
rules; interpretations 
Methods Quantitative, mathematical; extensive 
use of statistics 
Qualitative, with less emphasis on 
statistics; verbal and qualitative analysis 
Researcher’s role Rather passive; is the ‗knower‘; is 
separate from subject – the known: 
dualism 
Active; ‗knower‘ and ‗known‘ are 
interactive and inseparable 
Generalisations Inductive generalisations; nomothetic 
statements 
Analytical or conceptual 
generalisations; time-and-context 
specific 
 
4.2.4  The Choice of Qualitative Method 
Kumar (2000) defined ‗research methodology‘ as ―a way to systematically solve the 
research problem‖. Methods‘ are ―specific techniques that are used for data collection 
and analysis‖. On the other hand, ‗methodology‘ has to do with ―an overall approach to 
a particular field‖ (Swinton and Mowat, 2006, p.74); it refers to how the researcher goes 
about finding out knowledge and carrying out his research; it is the strategic approach, 
rather than techniques and data analysis (Wainright, 1997). These definitions point to 
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the fact that, in any research, it is important to employ an appropriate research 
methodology to achieve the aim and objectives of the research topic. 
 
Choices about research methods and strategies should be determined by the research 
context, the characteristics of the research population and the focus of the research. In 
order to understand the complex social experiences, diverse social relationships, and 
the experiences of key stakeholders in their respective housing environments, it was 
determined that the present research would be based primarily on a qualitative 
methodological approach.  Data collection techniques, such as in-depth interviews, 
would facilitate more data to be obtained. The use of qualitative methods in this 
research also allowed for self-reflection of the researcher, and responses to new ideas 
that arose during the data collection stage. 
 
As outlined by Creswell (2006),  qualitative research is useful under the following 
circumstances: i) when a detailed and complex understanding is needed. Engaging in 
―unencumbered‖ and emerging discussions with people may contribute to the 
understanding of the subject matter; ii) when the central phenomenon is shaped by the 
context and the situation of the respondents. The researcher may visit the home, the 
workplace or a social setting to observe and inquire of the context; and iii) instances of 
research problems where some phenomena or human interactions are difficult to 
capture by quantitative measures; and thus, statistical techniques may not be sufficient 
for generalising the findings. Furthermore, quantitative methods may not be sensitive to 
individual differences and factors such as race, economic status and gender. 
 
The qualitative methodology allowed rich descriptions of the relevance of FM in housing 
to be captured. This could not have been entirely achieved through the use of a 
quantitative research methodology, where variables are quantified numerically. The 
nature of qualitative research means that the researcher ―employs means and 
techniques that are closer to the research situation, so that the everyday life situation is 
reflected fully and clearly in the findings‖ (Sarantakos, 1998, p.295). Rather than 
assessing the abridged opinions of a large number of stakeholders in a numerical 
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format based on the researchers own opinion on the application oIFM in housing, a 
qualitative methodology allowed the detailed opinions, meanings and interpretations of 
the respondents to come through. 
 
Benbasat, Goldstein and Mead (1987) stated that in qualitative research, the researcher 
can examine the ―how‖ and ―why‖ questions and also research in areas undergoing 
rapid changes and where few previous studies have been carried out. These conditions 
are present in this research. Consequently, qualitative methodology will allow this 
research to focus on FM practice in the housing sector because ―it embodies a strategy 
for researching a complex, multivariate, real world phenomena that cannot be reduced 
for research with more positive approaches" (Baskerville and Pries-Heje, 1999). 
Furthermore, the traditional GT approach to data analysis and theory building was 
chosen, because it will allow for the systematic collection and analysis of data in such a 
dynamic and ambiguous area. 
 
Furthermore, qualitative research may supply an interesting account (anecdotes) of a 
real incident (FitzGerald and Dopson, 2009). Anecdotes are regarded as ―perennially 
popular for reasons that they are interesting, absorbing, immediate, and relevant; 
appeals to our intuitive side; and sometimes entertaining" (Bradley, 1993). As there is 
very little lietrature in FM in Nigeria, the researcher also utilised anecdotal evidence in 
supportof some claims. In addition, the emerging and interactive methodology is useful, 
particularly where there is lack of an established and standardised research tradition as 
is the case with this research.   
 
The nature of this research provides information in words form or visual representations 
(especially photographs). It therefore behoves on the researcher to observe and record 
what happens, such as respondents‘ answers to questionnaires that gives room for 
respondents to ‗add their own voice‘ or express their views regarding the phenomenon 
being researched, or the respondents behaviour. Kemmis (1980) and Myers (2000) 
opined that the true value of non-experimental research lies in its connection to the real 
146 
 
world, its ability to describe actions in their social and historical contexts, and its ability 
to rationally critique these descriptions.  
4.2.5  Mixed Methods in Qualitative Research 
It has been ascertained by researchers that both qualitative and quantitative methods 
could be used simultaneously in certain circumstances. For example, Steckler et al 
(1992) indicated that a qualitative research involving, say, in-depth survey might serve 
to obtain information, which could then be used to contribute towards the development 
of an experimental measure or attitude scale; the results of which will be analysed 
statistically. Researchers have explored the convergence of these two approaches in 
research. For instance, some authors (Strauss and Corbin, 1998; Lee, 1999; Silverman, 
2000; Robson, 2003) respectively advocated the possibility of blending qualitative and 
quantitative research where it becomes expedient for this to be done. On this subject 
matter, Strauss and Corbin (1998) stated that ―… we maintain that the aim of theorising 
is to develop useful theories. So, any methodology, whether qualitative or quantitative, 
is only a means for accomplishing that aim. We do not believe in the primacy of either 
mode of doing research‖. Similarly, Silverman (2000) stated that ―the fact that simple 
quantitative measures are a feature of some good qualitative research shows that the 
whole qualitative/quantitative‘ dichotomy is open to question‖. Therefore, rather than 
blindly favouring one approach over the other, Yin (2003) counselled that the research 
being undertaken should be evaluated in terms of its context and the accuracy with 
which the methods have been used, thus, critically assessing criteria such as reliability, 
construct validity, and internal and external validity. Furthermore, upon the review of 
researches previously undertaken in the built environment, it became clear that a 
combined qualitative and quantitative assessment of the process was desirable.  
 
Amatya (2011) described the compared the characteristics of the three methodologies 
(Table 4.5) showing the mix of qualitative and quantitative attributes for mixed research.  
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Table 4.5: Characteristics of Quantitative, Mixed and Qualitative Research 
 (Source: Amatya, 2011) 
 
 
Studies undertaken by Bunker, et al. (2002), Dixon & Dupuis (2003), and Vallance 
(2005) illustrated how a combination of quantitative and qualitative research methods 
allow the researcher to obtain the most valuable information in relation to exploring 
complex social experiences, relationships and lived experiences. This view could be an 
indication that research could be more robust when it contains elements of both 
qualitative and quantitative methodologies. Table 4.6 shows the complemtary attributes 
of quantitaive and qualitative research approaches.  
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Table 4.6: Complementary attributes of quantitative and qualitative research  
(Source: FitzGerald and Dopson, 2009) 
Quantitative Research Qualitative Research 
Claims objectivity Accepts subjectivity 
Simple, numeric data Complex, rich data 
Generalisable   Contextual 
Test hypothesis     Explore an idea 
Measure Find meaning 
Predict     Interpret 
Closed system  Open system 
Researcher excluded Researcher as instrument 
Explain   Understand 
 
Analysis of these attributes (Table 4.6) in relation to this research revealed that, 
although primarily qualitative in nature, the research also borrowed some quatitative 
atrributes, namely: use of numeric data, some elements of measurement, and 
explanations. 
a) Simple, numeric data: In order to accommodate as many cases and respondents as 
possible, questionnaire was used in data collection and this made descriptive 
analysis possible using Statistical Package for the Social Sciences (SPSS) in data 
reduction process. 
b) Measure: As mentioned above, quantitative analysis made possible the descriptive 
analysis aspect of data reduction. In this thesis, descriptive analysis made possible 
the following issues: i) it enables the description of the basic features of the data 
obtained using structured questionnaire; ii) it provides simple summaries about the 
sample and the measures, notably in the form of average mean, frequencies and 
percentages of respondents to the various questions that were asked during the 
interview survey; iii) it made possible the vivid description of what the data shows 
using tables of frequencies, percentages and charts; and iv) it equally helps to 
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simplify large amounts of data that were collected in a reasonable and 
understandable way.   
c) Explain: The possibility of being able to tabularise and code data makes presentation 
and explanation very easy to accomplish.  This research also utilised Pearson 
correlation to explain relationships between results. 
 
This research is exploratory, investigated the phenomenon of FM in housing; 
examinatory, undertook a detailed examination of the nature and experiences of 
research participants; and evaluative, analysed the results of primary data against 
known aspects of the phenomenon under study.  
 
Aligning Amatya‘s (2011) benefits of mixed methods research to this study, the research 
identified that: 
a) it helped to bring together, close-knit set of practices from a diverse range of 
available data. 
b) it created the solution to undertaking a complex study with little known 
information in the context of the study. The result of the mixed method is an 
(emergent) construction that changes and takes new forms as different tools, 
methods, and techniques are added to the puzzles 
c) the choice of research practices depends upon the enquiry, and the enquiry 
depends on their context 
d) when the combination of multiple methods, empirical materials, perspectives and 
observers in a single study is best understood, then, as a strategy it adds rigor, 
breadth and depth to the investigation 
e) the mixed methods allowed the performance of a large number of tasks, ranging 
from surveys to interpreting personal and historical documents, to intensive self 
reflection and introspection 
f) the mixed methods enabled the researcher to read widely and knowledgeably 
about the many interpretive paradigms/perspectives that were brought to 
investigate the phenomenon 
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g) mixed methods represent belief systems that attach the user to a particular 
worldview 
h) perspectives, in contrast, are less well developed systems, and can be more 
easily moved between 
i) research is an interactive process shaped by the researcher‘s personal history, 
biography, gender, social class, race and ethnicity, and those of the people in the 
setting 
j) mixed methods produces a complex, dense, reflexive, collage-like creation that 
represents the researcher‘s images, understanding, and interpretation of the 
world or phenomenon under analysis; and 
k) mixed methods connected the parts to the whole, stressing the meaningful 
relationships that operated in the situations and the study.  
These being the case, the researcher must be aware of their personal values, 
perspectives and biases – a difficult task, as values are often implicit and not easily 
recognised until contrasted or challenged with a different norm or set of values (Morse 
and Field, 1995).  
 
The question arose as to whether it was possible to use quantitative research methods 
as part of a qualitative GT approach. Glaser had pointed out that the use of quantitative 
methods is not opposed to the generation of GT. On the contrary, ―The freedom and 
flexibility that we claim for generating theory from quantitative data will lead to new 
strategies and styles of quantitative analysis … that will bring out the richness of 
quantitative data that is seen only implicitly while the focus remains on verification‖ 
(Glaser, 1994). 
 
4.3  THE RESEARCH APPROACHES  
Grounded Theory and Case Study are two methods of qualitative research, and both 
methods, according to Anthony J. Jannetti Inc. (2005), have their roots in sociology and 
are focused on understanding, explaining, and/or predicting human behaviour. Although 
they have different goals, they employ several of the same strategies for data collection. 
The goal of case method is to describe a contemporary situation within its real-life 
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context (Anthony J. Jannetti Inc., 2005; Yin, 2003; Stake, 1995). On the other hand, the 
goal of GT is to develop theory that describe or explain particular situations and 
accurately perceive and present another‘s world (Hutchinson, 1993). This research 
employed the use of both methods. Case studies for data gathering and grounded 
theory for research process and data analysis. 
4.3.1  Grounded Theory (GT)  
Two sociologists, Barney G. Glaser and Anselm L Strauss, developed grounded theory 
in the late 1960s. They stated the approach was about discovering theory from data. 
Glaser and Strauss (1967) took the following positions: 
a) The adequacy of a theory cannot be divorced from the process of creating it (p. 5). 
The focus should be on how the research findings were arrived at, which must be 
based on data analysis and interpretation of results, and not on the quantification 
thereof.  
b) In discovering theory, one generates conceptual categories or their properties from 
evidence; then the evidence from which the category emerged is used to illustrate 
the concept (p. 23). These conceptual categories can then be explored in other 
comparison groups, which may support the categorical concept or suggest 
modifications to make it more generalisable.  
c) Theory generation does not require lots of cases. One case could be used to 
generate conceptual categories and a few more cases used to confirm the 
indication (p. 30). "The researcher‘s job is not to provide a perfect description of an 
area, but to develop a theory that accounts for much of the relevant behaviour" (p. 
30). 
d) Grounded theory can appear in various forms. "Grounded theory can be presented 
either as a well-codified set of propositions or in a running theoretical discussion, 
using conceptual categories and their properties" (p. 31). 
e) Comparative analysis can generate two types of theory -- substantive and formal. 
―Substantive theory‖ is developed for a specific area of inquiry, such as patient 
care, professional education, delinquency, etc. ―Formal theory‖ is for a conceptual 
area of inquiry such as stigma, deviant behaviour, formal organisation, 
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socialisation, reward systems, etc. It is best to begin with generating substantive 
theory from data, and then let formal theory or revisions to existing formal theory 
emerge from substantive theory, instead of using logic to deduce substantive 
theory from formal theory. More studies generating substantive theory will 
ultimately generate and improve formal theory. 
f) The elements of theory generated from comparative analysis are first conceptual 
categories and their properties, and second, generalised relations among the 
categories and their properties. "The constant comparing of many groups draws 
the sociologist's attention to their many similarities and differences. Considering 
these leads him to generate abstract categories and their properties, which, since 
they emerge from the data, will clearly be important to a theory explaining the kind 
of behaviour under observation" (p. 36). It is best to let the categories emerge than 
to come into the study with pre-set categories based on existing theories. "An 
effective strategy is, at first, literally to ignore the literature of theory and fact on the 
area under study, in order to assure that the emergence of categories will not be 
contaminated by concepts more suited to different areas" (p. 37). 
g) The generation of theory should initially aim at achieving high diversity in emergent 
categories, at as many levels of conceptual and hypothetical generalisation as 
possible. The concepts should be analytic and yet sensitising, giving the ability to 
grasp references in terms of one's own experience.  
h) Generating concepts (i.e. general idea inferred or derived from specific instances 
or hypothesis) from the data requires only enough data to suggest the hypothesis, 
not prove it. During the research the emergent categories will begin to form 
patterns and interrelations, which will ultimately form the core of the emerging 
theory (p. 40). 
 
Glaser and Strauss (1967 p. 3) viewed ‗theory‘ as, ―... a strategy for handling data in 
research, providing modes of conceptualisation for describing and explaining". They 
opined that the roles of theory are to: enable prediction and explanation of behaviour; 
be useful in theoretical advance; useable in practical applications, and guide research 
on behaviour. Strauss and Corbin‘s (1990) perception of theory is that of a set of 
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relationships that proposes a reasonable explanation of the phenomenon under study. 
A theory offers "the best comprehensive, coherent and simplest model for linking 
diverse and unrelated facts in a useful and pragmatic way" (Morse, 1994: p.25). It is a 
way of enlightening the clear, the implicit, the unrecognised and the unknown. 
Theorising is the process of creating alternative explanations until‘ a 'best fit', which 
explains the data most simply is obtained (Moghaddam, 2006). This involves asking 
questions of the data which will create links to established theory (Goulding, 1999).  
 
Strauss & Corbin (1998, p.22), Moghaddam (2006) defined a theory is "a set of well-
developed categories (e.g. themes, concepts) that are systematically interrelated 
through statements of relationship to form a theoretical framework that explains some 
relevant social, psychological, educational, … or other phenomenon". Grounded Theory 
refers to theory developed inductively from data. It takes a case and results in a theory 
which fits one dataset. It explains the collected data through a middle-range theoretical 
framework (Charmaz, 2000). The grounded theory approach consists of a set of steps 
and processes, which are the building blocks of a quality grounded theory (Moghaddam, 
op cit). Grounded theory uses categories drawn from respondents and focuses on 
making implicit belief systems (i.e. implied though not directly expressed), explicit (i.e. 
precisely and clearly communicated or readily observable; or leaving nothing to the 
imagination).  
 
Glaser and Strauss (1967, p.2) described GT as, ―the discovery of theory from data, 
systematically obtained from social research‖. Latterly, Strauss and Corbin (1998, p.24) 
defined it as a ―qualitative research method that uses a systematic set of procedures to 
develop an inductively derived grounded theory about a phenomenon‖. GT is a 
―qualitative strategy of inquiry in which the researcher derives a general, abstract theory 
of process, action, or interaction grounded in the views of participants in a study‖ 
(Creswell, 2009: p. 13 & 229). Strauss and Corbin (op cit)  opined that basing theory on 
data ties it to the data and makes it irrefutable, reduces the opportunitistic use of 
available theories or the force fit of popular theories to the data― and avoi‖s "exampling", 
the often easy task of finding examples to fit any theory.   
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Several authors (Strauss & Corbin, 1990; Charmaz, 2002; Kara, 2005, Long et al, 2008; 
Creswell, 2008; Glaser, 2010) have noted some of the characteristics of grounded 
theory as: a study of a concept; and not a descriptive study of a descriptive problem; 
purpose is to develop theory about the research phenomenon, which is grounded in 
data; allows the researcher to seek out and conceptualise latent social patterns and 
structures through constant comparisons; process is Iterative (repetitive) in nature; 
entails purposive sampling and copious description; requires that the researcher 
suspends any existing beliefs/preconceptions. This means the researcher should be 
open and rely solely in the emergence of concepts from the data; and used when the 
researcher needs a broad theory or explanation of a process; especially helpful when 
current theories about a phenomenon are either inadequate or non-existent. Strauss 
and Corbin (op cit) argued that much of current research is primarily the verification of 
theory or the development of theory through ‗logical deduction‘ rather than from the data 
itself, i.e. ‗induction‘. As Chenitz and Swanson (1986, p.79) observed, ―The purpose of a 
GT research is to understand the concerns, actions, and behaviours of a group and 
explain those patterns of behaviour at a higher level of abstraction‖.  
 
At the heart of grounded theory analysis is the coding process, which consists of three 
types: open, axial and selective. Open coding is the initial process in grounded theory 
which involves breaking down, analysis, comparison, and categorisation of data. In 
open coding, incidents or events are labelled and grouped together via constant 
comparison to form categories and properties. Axial coding, on the other hand, 
represents the delineation of hypothetical relationships between categories and 
subcategories, while selective coding can be described as the process by which 
categories are related to the core category ultimately becoming the basis for the 
grounded theory.  
 
In addition, GT made possible a comparative research where theoretical sampling 
implies data collection within a wide range of situations. Strauss and Corbin (1990), 
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Kara (2005) and Long et al., (2008) outlined primary characteristics of research 
applicable to using GT. These characteristics are:  
(i) GT assumes that there is an issue which needs to be researched;  
(ii) Research question(s) have to be flexible and free enough to explore the issue in 
depth, and should gradually become narrower during the research process, but 
they should not become so narrow that they block the possibility of further 
discovery;  
(iii) GT is cumulative: analysis begins at the start of the research project, and data 
collection, analysis and theorising run alongside each other throughout the 
research process;  
(iv) GT tends to be orientated towards practical action rather than towards abstract 
ideas;  
(v) In order for theory to be grounded, it must:  
• Fit: does it fit the issue being researched?  
• Understanding: does it make sense to the stakeholders?  
• Generality: is the theory sufficiently abstract to make it applicable to the 
issue being researched in different contexts?  
• Control: does the theory provide a framework for action to achieve change 
in the issue being researched?  
 
Baskerville and Pries-Heje (1999) indicated that ―GT is a highly collaborative process" 
and that the rigour of GT, alluded to above, is compatible with the character of action 
research. Sarker et al (2001, p.38-56) argued, "Few methodological approaches can 
accommodate the ontological and epistemological range as the GT".  
 
Using the GT method, the researcher assumes that there are latent patterns underlying 
social organisations and interactions. These patterns will emerge if the research 
endeavour is constructed correctly. The purpose of the research is to discover these 
patterns through observations, interview, documents and literature to generate theory 
based on the discovered patterns. The intent is to ―tap the latent structure that drives 
and organises behaviour‖ (Sarker, op cit). This being the case, it could be inferred that 
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GT approach focuses on people‘s experiences and their interpretation of those 
experiences. In the process, it will enable the researcher to derive meaning from the 
respondents‘ feelings about the role of FM in housing management, the phenomena 
being researched. The implication of this is that the researcher must be willing to 
immerse himself in the data in order to discover any emergent classifications and 
categories.  
 
In addition, the process of developing the GT must be ‗theoretically sensitive‘. This 
refers to the personal quality of the researcher, defined as ―the ability to recognise what 
is important in data and to give it meaning‖. This research observed the features of 
grounded theories as identified by Charmaz (1995, 2002) – see section 4.6 below for 
details. These features are simultaneous collection and analysis of data; creation of 
analytic codes and categories developed from data and not by pre-existing 
conceptualisations (theoretical sensitivity); discovery of basic social processes in the 
data; inductive construction of abstract categories; theoretical sampling to refine 
categories; writing analytical memos as the stage between coding and writing; and the 
integration of categories into a theoretical framework. 
 
In GT research, core categories usually emerge sometimes after data collection has 
begun. Its synthesis of sampling, analysis and coding is perceived as rigorous, while still 
allowing the researcher to remain flexible and creative when investigating new 
phenomena (Baskerville and Preis-Heje, 1999). GT is more trustworthy for consultations 
because anybody reading through the research report can readily see how its 
predictions and explanations fit the realities of the situation being described. Glaser and 
Strauss (1967, p. 245) indicated that a well-developed GT can be used to assist the 
reader to ―understand and analyse on-going situational realities, to produce and predict 
change in them, and predict and control consequences both for the object of change 
and for other parts of the total situation that will be affected‖.  
 
Therefore, the researcher ―tries to make the theory flexible enough to make a wide 
variety of changing situations understandable…[and] general enough to be applicable to 
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the whole picture‖ (Glaser and Strauss, 1967, p. 242). Consequently, GT is conducted 
in a naturalistic setting, and the context in which the phenomenon occurs is considered 
a part of the phenomenon itself (Morse and Field, 1995).  
4.3.1.1  Grounded theory and the emergence of two schools of thought  
In the 1990‘s, the substantial divide between the two creators of the methodology 
(Glaser and Strauss) came to the fore. Strauss developed a more linear approach to the 
research methodology (Strauss & Corbin, 1990); while Glaser's view of GT remained 
closer to the initial emergent ideals (Glaser, 1992; Babchuk, 2002; Dick, 2005; Bryant, 
2009; Evans, 2013). Strauss and Corbin (1990) believed that "The research question in 
a grounded theory study is a statement that identifies the phenomenon to be studied" 
(p. 38). Conversely, Glaser (1992) emphatically stressed that the research problem 
itself is discovered through emergence as a natural byproduct of open coding, 
theoretical sampling, and constant comparison. Ideally, the grounded theorist begins his 
or her study "with the abstract wonderment of what is going on that is an issue and how 
it is handled" (Glaser, 1992, p. 22). Glaser also makes theory generation versus theory 
verification a central and recurring theme in his text, criticising Strauss and Corbin's 
(Strauss & Corbin, 1990, 1994; Corbin & Strauss, 1990) repeated emphasis on 
verification and validation of theory and hypotheses "throughout the course of a 
research project" (Strauss & Corbin, 1994, p. 274). In Glaser's opinion, verification falls 
outside the parameters of grounded theory, which instead should be directed at the 
discovery of hypotheses or theory. Glaser reminds the reader that the verificational 
model was "exactly what we had tried to get away from" (p. 67) in 1967. 
 
The central differences between Glaser's and Strauss' versions of grounded theory 
seem to hinge on both epistemological and methodological gaps between these 
approaches. For example, Glaser appeared more deeply committed to principles and 
practices associated with what can be loosely described as the qualitative paradigm. He 
seems to view grounded theory as a laissez-faire type of philosophy, which is inherently 
flexible and guided primarily by informants and their socially-constructed realities. To 
him‘ the informant's world should emerge naturally from the analysis with little effort or 
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detailed attention to process on the part of the researcher; whereas, Strauss seems to 
be more concerned with producing a detailed description of the informants and their 
socially-constructs. Moreover, Strauss' repeated emphasis on grounded theory retaining 
"canons of good science" such as replicability, generalisability, precision, significance, 
and verification may place him much closer to more traditional quantitative 
doctrines.  Two different schools of thought thus emerged.  
 
Table 4.7 presents a ccomparison between the two schools of thought on grounded 
theory. In undertaking this research, the researcher started off with a general idea of 
where to begin, as there is substantive literature on FM in the corporate real estate 
sector. Likewise, there is substantive literature in housing; but no literature on FM in the 
housing sector, and especially FM in Nigeria. This led to a description of the current 
situations in FM and housing management from literature review and the pilot study. 
 
Theoretical sensitivity came from both the ability of the researcher to perceive variables 
and relationships, and the research methods and tools; and the theory was both 
grounded in the data and interpreted by the observer. 
 
Credibility of the theory came from the process and rigour of the research, and a basic 
social process was identified. The researcher is not passive, and the data is structured 
to reveal the theory. Coding is however less rigorous. This would suggest that this 
research leans more towards the Straussian School of GT with some variants of 
Glaser's view as depicted in Table 4.7. 
 
 
This research is therefore not a ‗true‘ grounded theory as depicted by Glaser (Table 
4.7), but takes more of the form of a tool for qualitative data analysis as depicted by 
Strauss. The researcher however developed this further by using it as a process for the 
research. 
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Table 4.7:  Comparison between the two major schools of thought on GT  
(Source: Onions, 2006; Jones & Alony, 2011; Tripathi, 2013) 
Glaserian School of GT  
 
Straussian School of GT  
 
Beginning with an Empty Mind  
  
Having a general idea of where to begin  
 
Emerging Theory, with neutral questions  
  
Forcing the theory, with structured questions  
 
Development of a Conceptual Theory  
 
 
Conceptual Description (description of 
situations)  
 
Theoretical Sensitivity (the ability to perceive 
variables and relationships) comes from 
immersion in the data  
  
Theoretical sensitivity comes from methods and 
tools  
 
The theory is grounded in the Data itself  
 
The theory is interpreted by the observer  
 
The credibility of the theory, or verification is 
derived from its grounding in the data  
 
The credibility of the theory comes from the 
rigour of the method  
  
A basic social process should be identified (what 
is happening?)  
 
Basic social processes need not be identified  
 
The researcher is passive, exhibiting disciplined 
restraint  
 
The researcher is active  
 
Data reveals the theory  
 
Data is structured to reveal the theory  
 
Coding is less rigorous, a constant comparison of 
incident to incident, with neutral questions and 
categories and properties evolving.  
 
Coding is more rigorous and defined by 
technique. The nature of making comparisons 
varies with the coding technique. Labels are 
carefully crafted at the time. Codes are derived 
from ‗micro-analysis which consists of word-by-
word data analysis‘  
 
Two coding phases or types, simple (fracture the 
data then conceptually group it) and substantive 
(open or selective, to produce categories and 
properties)  
 
Three types of coding, open (identifying, 
naming, categorising and describing 
phenomena), axial (the process of relating 
codes to each other) and selective (choosing a 
core category and relating other categories to it)  
 
Regarded by some as the only ‗true‘ GTM  
 
Regarded by some as a form of Qualitative Data 
Analysis (QDA)  
 
 
 
4.3.1.2 Rationale for adopting the Grounded Theory Approach 
Strauss and Corbin (1998, p.12) opined that theory derived from data is more likely to 
resemble the ‗reality‘ than the theory derived by putting together a series of concepts 
based on experience or solely through speculation (i.e. how one thinks things ought to 
work). For instance, the positivistic and deductive approach to traditional scientific 
knowing argues that the advancement of science occurs through the systematic testing 
of hypothesizes derived from a theoretical model. Hartman (2001) in Seldén (2005) 
suggests that the most important distinction between GT and the inductive and 
deductive methods is that one does not start from existing theory, rather one tries to 
generate new theory. 
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Strauss and Corbin (1990, p.23) stated that a grounded theory ―..is discovered, 
developed, and provisionally verified through systematic data collection and analysis of 
data. One does not begin with a theory and then prove it. Rather, one begins with an 
area of research and what is relevant to that area is allowed to emerge‖.  
 
This research began with an area of research of FM in housing management, and 
especially in the Nigerian context. It then through investigation and examination of data, 
developed emerging theory about the practice of FM in housing management in Nigeria. 
It went further to analyse the emerging theory against existing knowledge of FM in the 
corporate real estate sector, and developed further theory on FM in housing 
management. This approach is supported by Crooks (2001) who indicated that GT is 
ideal for exploring integral social relationships and groups behaviour where there has 
been little exploration of the contextual factors that affect individual‘s lives. As the goal 
of GT is to generate a theory that accounts for a pattern of behaviour (Glaser, 1978, 
p.93), this research adopted this approach to examine the phenomenon of FM in 
housing management in the Nigerian context from data generated in order to 
understand what is being practiced and called FM; and compare this to the established 
practice of FM in the corporate real estate sector; and develop a conceptual theory on 
what FM should be in housing management.  
 
By combining this methodological approach with the case study approach, the research 
was able to build on the depth, rigour and validity of the research through the use of 
multiple case studies. 
4.3.2   Case Study Research 
Merseth (1994) cited in Dooley (2002) defined ‗case‘ as a descriptive research 
document, often presented in narrative form, based on a real-life situation or event. 
Case attempts to convey a balanced, multidimensional representation of the context, 
respondents and reality of the situation. Tellis (1997a, 1997b), Dooley (2002) and Yin 
(2003, p.23) describe case research as ―an empirical inquiry that investigates a 
contemporary phenomenon within its real-life context when the boundaries between 
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phenomenon and context are not clearly evident; and in which multiple sources of 
evidence are used‖. Dooley (op cit) indicated that case research is one method that 
excels at bringing us to an understanding of a complex issue and can add strength to 
what is already known through previous research. Furthermore, case research 
emphasises detailed contextual analysis of a limited number of events or conditions and 
their relationships.  
 
Stake (1994, 1995 & 2005) argued that case studies can be either simple or complex. 
Dooley (2002) offers the following perspectives on the nature of case research is a 
legitimate type of research; can embrace one or more cases; can rely on quantitative 
data, qualitative data, or both; and can embrace multiple research paradigms (e.g., 
inductive-to-deductive and deductive-to-inductive strategies) on a single or multiple 
cases. Yin (1994) indicated that case studies can also be used for both theory testing 
and theory building, but made no distinction in describing the process steps even 
though the theory tester and the theory builder start from different points in general. can 
be applied to theory building.  
 
From a methodological perspective, Yin (2003) argued that case study research differs 
from experimental studies, where a phenomenon is typically separated from its context 
by way of laboratory controls and the focus on limited variables; and that it: copes with 
the technically distinctive situation in which there will be many more variables of interest 
than data points; relies on multiple sources of evidence, with data needing to converge 
in a triangulating fashion; and benefits from the prior development of theoretical 
propositions to guide data collection and analysis. This may appear to be contradictory 
to his earlier assertion that case studies can be used for theory building. Even moreso, 
Kardos and Smith (1979) and Christie, et al (2000) advised that the case writer should 
be not biased so the readers can have access to all the information and draw their own 
conclusions. Merseth (1991, 1994, 1996a & 1996b) supports this view that cases are 
created explicitly for discussion and seek to include sufficient detail and information to 
elicit active analysis and interpretation by users with differing perspectives. 
 
162 
 
Weick (1969), Yin (1994) and Ventovuori et al (2007) stressed on the weaknesses of 
case studies and stated that the case research approach has not always been 
recognised as a proper scientific method mainly because it provides little basis for 
scientific generalisation. Furthermore, it was argued that that case studies are too 
situation specific and not appropriate for generalisation. However, Kasanen et al (1991) 
in Ventovuori (2007) opposed this view by indicating that the issue of generalisation is a 
problem mainly from the point of view of positivism. This is because the principal idea of 
case research is to achieve a comprehensive view of studied phenomena than is 
possible by collecting a large amount of material and that the generalisation in this type 
of research is achieved by the profound understanding gained at the level of an 
individual phenomenon. Furthermore, Yin (1994) stated that case studies do lead to 
building theories applicable in the world at large.  
  
The case study approach is most useful when the research is focused on a ―specific, 
unique, bounded system‖ (Stake, 1995, p.88), and often employs a combination of 
qualitative and quantitative data collection techniques (Yin, 2003). In this way, it can 
contribute in a holistic way to all phases of theory development (Morse & Chung, 2003).  
 
 
Table 4.8: Characteristics of case study research (Source: Creswell, 2007) 
Attributes of case research Characteristics of case research 
Focus Developing an in-depth description and analysis of a case or 
multiple cases. 
Type of problems best suited for 
design 
Providing an in-depth understanding of a case or cases 
Discipline background Drawing from psychology, law, political science, medicine 
Unit of analysis Researching an event, a program, an activity, more than one 
individual 
Data collection forms Using multiple sources, such as interviews, observations, 
documents, artifacts. 
Data analysis strategies Analysing data through description of the case as well as cross-
case themes. 
Written report Developing a detailed analysis of one or more cases. 
 
The mixture of diverse sources and techniques also contributes to the use of case 
studies for exploratory, descriptive and explanatory purposes (Yin, op cit). It is the 
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method of choice when the data to be collected about a situation will come from many 
sources including people, observation, records, etc. (Yin, op cit). Creswell (2007) 
outlined the attributes and characteristics of the case study research approach (Table 
4.8), which form the rationale of its selection to be used in combnation with the 
grounded theory approach in this study . 
 
The focus of the case can be an individual, an event, a family, an organisation, or even 
a place (Mariano, 1995) and the uniqueness of case method lies in the focus of the 
research on the case (Stake, 1998 in Jannetti, 2005). Case studies are considered to be 
valid forms of inquiry, particularly when the researcher is interested in the structure, 
process, outcomes and complexity of the research object (Sarantakos, 1998). 
Zonabend (1992) stated that case research is done by giving devoted attention to 
observation and analysis of the case(s) being employed in the research; and that case 
research is employed in a way that integrates the perspectives of the "actors" in the 
case being employed in the research.  
 
Dooley (2002) stated that the researcher who embarks on case research is usually 
interested in a specific phenomenon and wishes to understand it completely, not by 
controlling variables, but rather by observing all of the variables and their interacting 
relationships. Dooley further stated that from this single observation, the start of a 
theory may be formed and this may provoke the researcher to research the same 
phenomenon within the boundaries of another case, and then another, and another 
(single cases studied independently), or between individual cases (cross-case analysis) 
as the theory begins to take shape. 
 
4.4  CHOOSING AN APPROPRIATE RESEARCH METHOD 
This research used a combination of qualitative and quantitative methods; albeit the 
latter was limited to simple statistical analysis. In order to carry out an in-depth research 
and generate relevant data, qualitative methodology was selected as the main 
methodological approach for this research as it is not "limited by strictly defined rules 
and variables, which might limit the capacity for exploration, but instead uses flexible 
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methods to perform data collection and analysis" (Elliott et al., 1999). Due to the paucity 
of research on FM in housing, qualitative methodology was identified as most likely to 
be more effective in answering the research enquiry than quantitative methods.  
 
GT specifically attempts to investigate the real world, in this research, using interview 
surveys. It discovers the concepts grounded in the data and uses those concepts to 
build theory. On the other hand, case research has the ability to embrace multiple 
cases, quantitative and qualitative data, and multiple research paradigms. Thus, case 
research can contribute in a holistic way to all phases of theory development (Dooley, 
2002). The use of both methods therefore minimises criticism as the combination of 
case research with GT has the following three major strengths Eisenhardt (1989): it is 
likely to produce novel theory; the emergent theory is likely to be testable; and the 
resultant theory is likely to be empirically valid. 
 
The combined use of case study and GT, and in housing study as is the case with this 
research is scarse; thereby presenting another research approach in housing related 
studies, hence addiing to the body of literature. Furthermore, the use of both 
approaches enables the specifics (especially as it relate to the housing classifications 
and skakeholders stake under the different housing environment) of the cases to 
examined the data set and evaluate FM practice as claimed by the various respondents 
from the selected cases. This study therefore offered an in-depth examination, as well 
as comparative analysis between cases in the context of the FM practice. 
 
Rodon and Pastor (2007) indicated that whilst case research would afford the 
researcher an in-depth investigation of a phenomenon within its real-life context through 
multiple sources of evidence; the use of GT would:  
a) enable the researcher focus on contextual, process-based descriptions of the 
implementation (Myers 1997). Here, the researcher would be concerned with 
discovering process in data, more precisely, in patterns of action and interaction 
between the people in response to the problems and situations in which they find 
themselves (Strauss et al, 1994).  
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b) improve consistency with interpretive case studies: ―ours is interpretive work and 
… interpretations must include the perspectives … of the people whom we 
research. Interpretations are sought for understanding the actions of individual or 
collective actors being studied‖ (Strauss et al. 1994, p. 274).  
c) provide a set of established guidelines both for conducting data collection and 
analysis (Goulding, 2002), which gives a sense of security to the researcher when 
exploring the unknown territory.  
d) ground its roots in symbolic interactionism based on three basic premise (Blumer, 
1969 in McPhail & Rexroat,1979): i) Human beings act toward things on the basis 
of the meanings that the things have for them; ii) the meaning of such things is 
derived from, or arises out of, the social interaction that one has with one's fellows; 
and iii) these meanings are handled in, and modified through, an interpretive 
process used by the person in dealing with the things he encounters.  
 
An analysis of the characteristics of grounded theory and case research approaches 
and how they were employed in this research is presented in Table 4.9, adapted from 
Rossman and Rallis (1998).  
 
Table 4.9: Features of qualitative grounded theory and case methodologies 
applied in this research  
Characteristic Explanations In this thesis … 
Occurs in a natural 
setting 
When the Researcher visits the home 
or natural site of the respondents‘, 
actual experiences may be gathered 
and thus enable a greater level of 
detail description of the phenomenon. 
The researcher made several visits to 
the selected housing estates for 
personal observation and to obserIve 
physical traces; and Facilities Managers 
and Residents were surveyed.     
Interactive and 
humanistic methods 
are employed 
Data collection is marked by active 
participation and sensitivity for the 
respondents‘ thereby ensuring good 
rapport and credibility. Furthermore, 
research methods may emerge in 
response to thId the respondent's 
needs and experiences.  
Facilities Managers were surveyed 
using a questionnaire, which enabled 
opinions to be profeered, and follow up 
questions to be sought by the 
researcher. Residents were given the 
survey to be completed at their leisure 
and also to ensure that their privacy is 
not unduly invaded. 
Methods may evolve 
as the research 
progresses 
Questions, methods and perspectives 
may change as the understanding of 
a complex and rich phenomenon 
unfolds. 
Some open-ended questions were 
asked to permit respondents (Facilities 
Managers and Residents) frIeely share 
their experiences on the subject matter. 
Questions were also asked of Facilities 
Managers to further investigate answers 
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given during the survey. 
Personal 
interpretation is 
involved 
The researcher interprets data to 
identify patterns and conclusions that 
respondents‘ may not have 
recognised initially. With subjective 
interpretation, a qualitative research 
can be shaped by the socio-political 
and historical moment of the work. 
The research enquiry was the focus of 
the information sought and the 
information/data obtained was organised 
accordingly.  
Holistic view of 
social phenomena 
A panoramic or broader view of the 
phenomena is more typical than a 
micro-analytic perspective. 
Holistic view of FM in the selected 
housing estates was made to enhance 
thorough understanding of FM roles in 
housing. Selection of cases was based 
on claims made for FM practice. 
Reflexivity of the 
researcher 
Qualitative researcher is introspective 
(i.e. self-examining) and thus 
acknowledge their biases, values and 
interests (or reflexivity) in their 
work. Effort is made o express these 
subjective elements to the readers, 
so that they may interpret the value 
and relevance of the research. 
Apart from giving direction to the 
respondents to ensure that the research 
focus is not misplaced, the respondents 
were allowed ‗to tell their own stories‘ so 
that, at the end, ‗actual happenings‘ or 
facts will emerge. Both perspectives of 
FM in housing in Nigeria from practice, 
and FM in corporate real estate from 
literature are presented to enable the 
readers also draw conclusion alongside 
the researcher. 
Multifaceted, 
interactive and 
simultaneous 
processes and 
thought 
Complex phenomena are addressed 
by a variety of means.  For example, 
a research may cycle between data 
collection and analysis, allowing 
preliminary findings to inform later 
data collection.  
This research, being a multiple-case 
research enables comparison to be 
made of the same phenomena in 
different contexts. In addition, a variety 
of data sources was used, i.e. data 
triangulation (e.g. interview survey, 
observations, documents and archival 
records i.e. brochures,―etc.) 
Systematic and 
rigorous (Sofaer, 
1999) 
Important goals include the reduction 
of bias and error, and attempts to 
identify "evidence that disconfirms 
initial or emergent hypotheses" 
(Sofaer, 1999).  Furthermore, the 
researcher should build on the "best 
traditions and techniques of 
qualitative methods". 
Credibility is established by engaging 
with respondents operating in different 
settings (i.e. cases); triangulation of 
information from multiple data sources; 
and the research procedure allowed the 
respondents to check and verify the 
accuracy of the information recorded. A 
large number of cases (20) were 
required to reach saturation point.  
Theory and 
assumptions are not 
determined a priori 
(Miller, 1992 cited in 
Creswell, 2003) 
In many qualitative studies, inductive 
reasoning is employed. 
In line with the GT method, ‗facts were 
allowed to emerge from the data‘; thus 
the study is inductive in nature (i.e. 
proceeding from particular facts to a 
general conclusion).  
Data collection 
focuses on 
individual 
perceptions and 
understandings of 
processes 
There may be a focus on particulars 
and nuances in preference to 
generalisations. 
FM is relatively new in Nigeria, thus this 
research is exploratory, focusing on the 
roles of FM in housing. To this end, only 
the key stakeholders (i.e. Facilities 
Managers/service providers and 
residents) constitute the study 
population. 
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4.5  RESEARCH DESIGN 
Research design is defined as ―the logical sequence that connects the empirical data to 
a study‘s initial research questions and ultimately, to its conclusion‖ (Yin, 1989, p.28-
29). A grounded theory design is a systematic, qualitative procedure used to generate a 
theory that explains, at a broad conceptual level, a process, an action, or an interaction 
about a substantive topic (Creswell, 2008).  
 
GT is a research methodology that is largely data driven and aims at deriving facts from 
data. This research process involves using multiple stages of data collection (figure 4.4) 
and the refinement and interrelationships of categories of information (Strauss & Corbin, 
1990, 1998; Charmaz, 2006).  
 
Figure 4.4: The grounded theory process (Source: Adolph et al., 2011) 
 
Glaser and Strauss (1967) outlined four stages in the constant comparative method, 
namely: comparing incidents applicable to each category, integrating categories and 
their properties, delimiting the theory, and writing the theory. This process is guided by 
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three key principles: theoretical sampling, theoretical saturation and triangulation. 
These principles help to ensure that the GT is as complete and robust as possible.  
4.5.1 Sampling  
Sampling is defined as ―the act, process, or technique of selecting a representative part 
of a population for the purpose of determining parameters or characteristics of the 
whole population‖ (Merriam-Webster dictionary, 2015). Theoretical sampling is the 
process of data collection for generating theory whereby the researcher simultaneously 
collects, codes, and analyses his data and decides what data to collect next and where 
to find them, in order to develop his theory as it emerges (Glaser and Strauss, 1967, 
p.45). Martin & Turner (1986, p.143) stated that "… theoretical account not only aids the 
researcher's understanding, but provides a means of communicating findings to those in 
the area studied, either as a basis for discussion or as a vehicle for implementing 
change". 
 
Corbin and Strauss (1990, p.9) expressed the view that, in GT, representativeness of 
concepts, not of persons, is crucial. The aim is to build a theoretical explanation by 
specifying phenomenon in terms of the conditions that give rise to them, how they are 
expressed through action/interaction, the consequences that result from them, and 
variations of these qualifiers. Furthermore, the basic principles of grounding ‗concepts‘ 
in ‗fact‘, and refining theories with focus on additional data (using theoretical sampling), 
seemed to be capable of being actualised for research involving cases (see section 
4.3.2). The methodology set out by Glaser and Strauss (1967) looked flexible enough to 
lend itself to adaptation, whereas Strauss and Corbin's more structured prescriptions in 
the 1990‘s did not seem readily conducive for extension to cases; a fact at the centre of 
Glaser's criticism of their work.  
 
Theoretical sampling allows for the selection of samples from outside of the norm to 
verify, on comparison basis, the validity of a category (Chenitz and Swanson, 1986); 
and is best used when some key concepts have been discovered (Charmaz, 1990). 
Prior to the conduct of this research, nothing was known about FM in housing 
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management in Nigeria. Therefore, a GT approach was used to gain an understanding 
of the trends of FM in the housing sector. During the pilot stage of this research, the 
initial data collection commenced with randomly‘ selected housing estates, seeking 
knowledge through their claims regarding the practice FM in the respective housing 
estates concerned. Theoretical sampling was then used to generate a list of those 
housing eIstates that claimed to integrate FM practice in the management of their 
estates.  
 
A purposive sampling strategy was used to ensure that the Facilities Managers had the 
practical knowledge, skills and adequate experiences, and were therefore competent to 
talk about the subject matter of the research. Creswell (2007, p. 125) stated that 
purposeful sampling allows the researcher to ―select individuals and sites for study 
because they can purposefully inform an understanding of the research problem and 
central phenomenon in the study‖.  
 
The research did not seek to create a representative sample, as such the purposive 
sampling design maximised the diversity of the study population. The initial criterion for 
the selection of respondents‘ was the willingness to volunteer, reflect, and disclose their 
experiences about their practice of FM in their respective housing estates. In addition, 
selection criteria were influenced by the comfort level of each respondent with regard to 
confidentiality and method of data collection. 
 
Creswell (2005) stated that there is no standard formula to calculate the ideal number of 
research respondents. As the theory emerges from the data, in GT there are no 
predetermined guidelines for selecting sample type or size prior to the commencement 
of the research. Respondents are to be chosen as needed until data collection provides 
a thick, rich description of the research phenomenon and no new themes or patterns 
emerge‖ (Glaser, 1992). The residents were selected not based on their knowledge of 
FM, or being a representative sample, but on simple random sampling based on 
availability and willingness to participate in the study.  Saturation was not based on the 
number of respondents, but the number of cases. 
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4.5.2 Theoretical Saturation 
Gall et al (1996) cited in Dooley (2002) stated that the decision to end the data 
collection stage of case study research involves both practical and theoretical 
considerations. Time and budgetary constraints, or the observation that the 
respondents‘ patience is running out, are among the practical considerations that can 
prompt a decision to end data collection. However, for GT, saturation is the key to 
knowing when to stop (Glaser, 1978). Lincoln and Guba (1985) cited in Dooley (op cit) 
identified the following four criteria for determining when it is appropriate to end data 
collection; these are: 
 Exhaustion of sources: Data sources (e.g. key informants, document analysis) 
can be recycled and tapped many times, but at some point, it should become clear 
that little more information or relevance will be gained from further engagement 
with them.  
 Saturation of categories: Eventually, the categories used to code data appear to 
be definitively established. When continuing data collection produces very little or 
no new information about categories in comparison to the effort expended to get 
them, the researcher can feel confident about ending data collection. 
 Emergence of regularities: At some point, the researcher encounters sufficient 
consistencies in the data that allows the researcher to develop a sense of whether 
the phenomena represented by each construct occur regularly or only 
occasionally. 
 Over-extension: Even if new information is still coming in, the researcher might 
develop a sense that the new information is far removed from the central core of 
viable categories that have emerged and does not contribute usefully to the 
emergence of additional viable categories. 
 
This research identified a maximum of twenty housing estates with claims to FM 
integration in housing management. At this point, sources were exhausted, as other 
estates without claim to FM integration in housing management would not have been 
able to offer any insights or understanding into the practice from their experience.  
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According to Hirsjärvi et al (1997), a sufficient amount of interviews would have been 
performed when the data becomes saturated, i.e. new interviews provide the same 
answers and relatively little or no new information is gained by performing additional 
interviews. Although patterns of regularity began to appear in the analysis of data 
collected, the researcher exhausted the maximum number of sources in the data 
collection process to ensure that every experience of FM in the housing sector in Lagos 
had been captured. 
 
Data sources were also selected to obtain multiple views on the concepts and 
categories. According to Glaser (1978), the generation of theory occurs around a core 
category, which accounts for most of the variation in a pattern of behaviour. The core 
category has several important functions for generating GT, namely: integration, 
density, saturation, completeness, and delimiting focus (Glaser, 1992).  
 
4.5.3  Triangulation 
Triangulation is defined as a process of combining data from different sources to 
research a particular social phenomenon (Mills, 2003, p.52); or to describe how the use 
of multiple approaches to a research objective can enable the researcher to clarify the 
answers or information sought (Singleton, et al., 1993). Denzin (1970, 1988) stated that 
- ―The greater the triangulation, the greater the confidence in the observed findings‖. 
Stake (1995) stated that the protocols that are used to ensure accuracy and alternative 
explanations are called triangulation; whilst Yin (1984) states that the need for 
triangulation arises from the ethical need to confirm the validity of the processes. 
 
As indicated by Robson (2003) and Yin (2003), researchers employ the use of many 
methods, techniques and procedures typically associated with quantitative or qualitative 
research. They recognise that every method has its limitations and that the different 
approaches can be complementary. They may also use different techniques at the 
same time, or one after the other. Sources of data may include literature review, 
observations, interview, and archival sources. Discovering more than one data source 
to support a concept is one way to validate a conceptual category.  
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Robson (2003) stressed that the one-sided use of a certain methodology may delude 
investigators in believing that they have found the ‗right‘ answer when this may not 
necessarily be the case. Investigating a topic through multiple methods reduces the risk 
of inappropriate certainty and enhances the overall validity of the research (Flick, 1992 
& 2004; Robson, 2003; Yin, 2003; Hammersley, 2008). As stated by Leonard et al 
(1997) ―When we have two information points, all that we have is a measure of 
agreement or disagreement. The inclusion of additional information from third source 
can be used as a confirmation of the trustworthiness of the first two source points … 
Triangulation is commonly used as a means of cross-checking on validity of findings‖. 
The ability to mix different approaches has the advantage of enabling triangulation. 
According to Feagin et al (1991), triangulation can occur with data, investigators, 
theories, and even methodologies.  
 
In the adoption of the triangulation principle, this research employed the use of:  
 a variety of data sources (data triangulation). Data were obtained through 
observations, the use of questionnaire, documents and housing estate 
brochures. Data was also obtained from FM team/service providers and 
residents, giving two perspectives on the issue. With regards to the housing 
estates, a cross section of public and private housing estates with a variety of 
tenure were included in the study. 
 
 multiple perspectives to interpret the results (theory triangulation). 
Qualitative (content and thematic analysis) and quantitative (descriptive analysis) 
were employed in this research. 
   
 multiple methods to research a research problem (methodological 
triangulation). Certain similar questions were posed to the different respondents. 
This enabled comparison to be made of their responses, to assess 
  commonality of views (if any). This process further enhanced the research‘s 
internal validation process. Content and thematic analysis of literature on FM was 
used for the validation process. 
173 
 
The process of triangulation involves not just the validation of findings, but also the 
identification of contradictory findings that may point to important differences in 
perspectives (Valentine, 2001). Although it cannot guarantee validity, triangulation 
allows the data to be critically analysed and common themes identified. It also 
increased the researchers‘ ability to gather a variety of information on the same issue, 
to use the relative strengths of each method to overcome deficiencies in the others, and 
to achieve a higher degree of validity (Sarantakos, 1998). Furthermore, triangulation 
elicits reliability in the sense the data collection procedures can be repeated with the 
same result (Kidder & Judd, 1986, pp.26-29; Scholz,  2013). In this research, data were 
obtained through many sources, and interview was conducted using the same set of 
self-administered questionnaire.  
4.5.4  Case Research Design  
The focus of triangulation in case studies is the establishment of meaning rather than 
location. Snow and Anderson cited in Feagin, Orum and Sjoberg (1991) indicated that 
case studies are multi-perspective analyses. This, they interpreted to mean that the 
researcher considers not just the voice and perspective of the respondents, but should 
include other relevant groups of actors and the interaction between them.  
 
Research can be designed as a single in-depth case, or multiple cases (Mariano, 1995; 
Agostinho, 2004; Jannetti, 2005). A single case may be a typical case, or it may be 
something that is unique; while multiple cases are used when the researcher is 
interested in the same issue in different situations, or to understand a particular situation 
from different perspectives. The latter being the case, multiple cses were employed in 
this study. Yin (2009) identified that case studies could be holistic or embedded. Holistic 
multiple-case designs are shaped by a thoroughly qualitative approach that relies on 
narrative, phenomenological descriptions (Stake, 1997; Creswell, 2003), focuses on the 
global phenomenon, and tries to draw conclusions about the phenomenon as a whole. 
 
Embedded multiple-case designs on the other hand, involve more than one unit, or 
object of analysis, and usually are not limited to qualitative analysis alone. The 
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multiplicity of evidence is investigated, at least partly, in sub-units, which focus on 
different salient aspects of the case. For example, in an organisational case study, the 
main unit may be a company as a whole and the smaller units (e.g. the FM department, 
or groups of individuals, such as owners and employees). In this research, the 
perspectives of different groups of stakeholders was sought, thereby involving more 
than one object of analysis. 
The embedded multi case design enabled the researcher to maintain a chain of 
evidence from the primary unit of analysis (Maher, 2013), defined by Sekaran (2000, 
p.135) as ―the level of aggregation of the data collected during the subsequent data 
analysis stage‖. Some of the advantages of this are:  
 The analytic results concluded independently from two or three cases are more 
compelling than the results concluded from a single case (Yin, 2009).  
 Confidence in the generalisability of the embedded multi case study findings 
increases with the number of cases included. Miles and Huberman (1985, p.151) 
observe that: ―by comparing cases, one can establish the generality of a finding 
and at the same time, pin down the conditions under which that finding will occur. 
Therefore there is much potential for both greater explanatory power and greater 
generalisability‖.  
 The confidence in the overall strength of the research findings has the ability to 
explain the causal links in real life interventions that are too complex for 
experimental approaches (Eisenhardt, 1989; Stake, 1995; Yin, 2009). 
 
Eisenhardt (op cit) opined that between four to ten cases usually works when there is no 
ideal number of cases. Fewer than four do not give enough empirical data and more 
than ten makes it difficult to manage the complexity and amount of the data. However, 
limiting the number of cases to ten would not have met the saturation point for the data 
collection using the GT approach. 
 
An embedded multiple case study design offered the opportunity to explore, in depth, 
the FM practice in housing estates through an inductive, constructivist lens, while also 
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applying quantitative measures to objectively assess areas of commonality within the 
context of general FM practice. The rationales that guided the choice of embedded 
multiple case study design included the fact that this research (a) involved more than 
one bounded case, (b) qualified as being both exploratory and evaluative in approach 
and (c) sought to know the roles of FM in housing. The use of the embedded multiple-
case design had the following advantages:   
 Multiple cases are considered more compelling and robust (Herriott and Firestone, 
1983 cited in Yin, 2003) by imbibing the three principles of conducting case 
studies; namely: using multiple sources of evidence; building up a case research 
database especially from the housing estates employed in the research; and 
maintaining the chain of evidence between theory, data and interpretation (Yin, 
2003).   
 The adoption of several case studies allowed cross-case analysis to be used for 
richer theory building (Perry, 1998, Yin, 2003); 
Yin (1994, p. 45) counselled that ―Every case should serve a specific purpose within the 
overall scope of inquiry. Here, a major insight is to consider multiple cases as one would 
consider multiple experiments—that is, to follow ‗replication‘ logic‖.  
 
This thesis is: a) explorative (i.e. inquire to discover during the pilot stage); b) 
examinatory (i.e. detailed investigation of the phenmenon of FM in housing in the 
second stage); and c) evaluative (i.e. comparing and evaluating the results of the 
primary research with literature in the third stage of the research). Furthermore, 
Eisenhardt (op cit) counselled that when beginning a case research, it is important to 
have an initial definition of the research enquiry so that the researcher will not become 
overwhelmed by the likely volume of data that would be generated if there is no 
research focus. Hence the adoption of the Straussian argument of starting with an idea 
of the research enquiry. At every stage, and as the research progressed, the researcher 
repeatedly went back to the research enquiry, meticulously evaluating them and making 
sure that the research maintained a steady focus and this practice was carried through 
the analysis stage of the research.  
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4.6  THE RESEARCH PROCESS 
According to Singleton et al. (1988), processes and events must be described before 
they can be understood and explain the relationships among them. GT is a social 
science approach to theory building that can incorporate both qualitative (e.g. 
interviews, focus groups, observations, ethnographic studies) and quantitative (e.g. 
questionnaires, logs, experimental) data sets (Adams, 2005). He stated further that the 
methodology combines systematic levels of abstraction into a framework about a 
phenomenon, which is iteratively verified and expanded throughout the research. The 
successful conduct of a GT research requires the researcher to work through a number 
of different activities, many of which are overlapping and can occur concurrently. These 
activities or steps are outlined in Norman (2007), Glaser (1978) and Harry, Sturges & 
Klingner (2005, p. 6) as shown in figure 4.4, namely: data collection, note taking, 
coding, memoing, sorting and writing. 
 
Figure 4.5: Basic Steps in Grounded Theory Research Methodology 
(Source: Dick, 1990) 
  
Phase 1 – Data Collection  
• This will be done mostly through observation, 
literature review, document review  and interview 
survey.  
Phase 2 – Note Taking  
• After each bout of data collection,  note down the key 
issues - 'note-taking'. 
Phase 3 – Coding 
• As coding is done, certain theoretical propositions will 
occur. As the data collection and coding proceeds the 
codes.   
Phase 4 – Memoing 
• Group the memos - like with like, and sequence them 
in whatever order that will make the theory clearest.   
Phase 5 & 6 – Sorting & Writing  
• The order of the sorted memos provides the skeleton, 
and many of the words, of the thesis.  After this, the 
write-up begins.  
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4.6.1 Data collection  
Data collection involved site visits and observations, interview with the relevant 
stakeholders, and secondary sources of data including literature and document review.  
4.6.1.1 Observations and site visits 
The site visits (in addition to undertaking the interview survey) enabled the researcher to 
observe the estates first-hand, make observations and take notes and recordings 
(including pictures). Observations are valuable in that they ―provide a first hand 
encounter with the phenomenon of interest rather than a second hand account of the 
world obtained in an interview‖ (Merriam, 1998, p. 94). Site visits and observations 
enabled observations to be made of the general condition of the respective housing 
estates and the infrastructures and services that were provided.  During the observation 
process, photographs were taken, where allowed. It must be noted that although 
permission was given to take pictures at some of the case study estates, this was 
strictly for reference purposes of the researcher and not for publication. 
 
In the course of observation, positivistic-quantitative research approach was adopted. 
This form of empiricism bases all knowledge on perceptual experience and not on 
intuition or revelation. This technique allowed for a detached and objective observation, 
with the researcher focused on the ‗context‘ while guided by a tool (Shkedi, 2005). The 
rationale behind utilisation of objective, guided observation is that such procedures will 
increase the validity of the data by limiting the influence of personal biases and 
assumptions. 
4.6.1.2  Interview survey 
Two sets of questionnaires were dsigned to collect the required data. Questionnaire as 
defined by Berdie (1986), is a self-administered process whereby the respondents 
themselves reads the questionnaire and records his/her answers without the assistance 
of the interviewer. The interview enabled the respondents to describe their personal 
experiences of FM practice in their respective housing estates. The residents survey 
followed this traditional view of questionnaires. The interview provided a means for 
exploring the phenomena that might be difficult to capture in more structured situations 
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(Fultz and Herzog, 2001). Two types of questionnaires were designed and respectively 
labelled:  
a) Questionnaire for in-house facilities management team / fm service providers and 
consultants (Appendix 1) 
b) Questionnaire for the residents (Appendix 2) 
 
TIhe questions were structured in such a way that information/data obtained could be 
verified by way of asking the same set of questions from all the respondents in each 
group. In total, 26 Facilities Managers and 997 residents were administered with 
questionnaires in the 20 housing estates that were surveyed in order to reach stauration 
point. Each questionnaire was given a reference number as the completed 
questionnaires from the survey were being received. The data obtained were 
progressively scrutinised, checked and sorted for analysis. Any residents questionnaire 
that did not contain the name of the housing estate was regarded as unusable because 
it will be difficult to relate the data contained therein to the unnamed housing estate. At 
the end of the exercise, out of the 2,471 questionnaires sent out, 973 were returned. Of 
the 973 responses, 2 were not used in the analysis process for aforementioned reason. 
The response rate of the responses was 39.38% (Table 4.10). 
 
Table 4.10: Questionnaire Distribution and Collection   
Population of study (i.e. the total number of housing units in the 20 housing 
estates that were surveyed 
13,043 
Sample size (the total number of heads of households that were 
administered questionnaire 
2,471 
Total numbers of questionnaires retrieved 973 
Total numbers of valid questionnaires retrieved and analysed 971 
Total numbers of invalid questionnaire retrieved but discarded  2 
 
Respondents were requested to respond to questions bothering on their FM 
experiences in their respective housing estates. Many of these questions anchored on 
Likert scale of measurement to guide the respondents in order to remain focus on the 
research questions and objectives.  
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4.6.1.3 Document review 
According to Yin (2003, 2009), documents can provide a wealth of information about the 
topic of research and that they are most useful when used as supporting evidence to 
other sources of data. The use of documents for this study is to corroborate and 
augment evidence from information gathered from interview with Facilities Managers 
and residents. The sources of documents on the housing estates surveyed included 
brochures, residents‘ handbooks and contractual documents including sales and lease 
agreements (where made available) that enabled the gleaning the FM service level 
agreements and the duties/obligations of the residents as the case may be.   
4.6.1.4 Literature review 
Angeli et al. (2010) and Mongan-Rallis (2006) defined literature review as a 
comprehensive report based on a topic or research question and the existing literature 
available regarding that topic or question. When presenting a literature review, it is 
necessary to clearly outline both the procedures undertaken in relevant studies (i.e. 
primary sources) and the findings. The study critically analyses the method, results, 
discussion, and/or conclusions of a number of research articles (sometimes a specified 
number) and writes a paper and or thesis chapter based on the findings. Questions it 
may address include: Does the literature support the research query? Does the 
literature conflict with the query? Is there a combination of supporting and conflicting 
evidence? 
  
Literature review is based on the assumption that knowledge accumulates, and that we 
learn from and build on what others have done (Friedman, 2006). The literature review 
is itself a research method. It takes raw data (the annotated bibliography) and converts 
it into information (a critical appraisal). Friedman (op cit) counselled that the review 
should be organised around and directly related to a research problem/question; 
organise and synthesize the findings of previous Researchers into a summary of what is 
and is not known; identify areas of controversy in the literature; and formulate questions 
and require further research 
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In doing literature review, the researcher must carefully structure the research findings. 
It may be useful to do a chronological format where the researcher discusses from the 
earliest to the latest research, placing the research appropriately in the chronology. 
Alternately, the researcher could write in a thematic way, outlining the various themes 
that the researcher discovered in the research regarding the topic. Again, the 
researcher will need to state where the research fits.  
 
This research applied the chronological format in discussing the development of the 
subjects of enquiry, and the topic format in discussing methodological issues. The 
research utilised the following types of literature reviews, which is by no means an 
exhaustive list of the types of reviews that could have been undertaken: 
a) Context reviews - placed the subjects of investigation in the big picture;  
b) Historical reviews - traced the development of FM, housing management and 
housing estate development in Nigeria over time;  
c) Integrative reviews - summarised what was known at a point in time; 
d) Methodological reviews - pointed out how methodology varied by study, and 
invetsigated the most appropriate methods for use in this research;  
e) Self-study reviews - increased the researcher's self-confidence; and enabled 
the researcher to come out of his comfort zone and explore new methodological 
approaches for the research; 
f) Theoretical reviews - compared how the different methodological theories 
addressed an issue. 
4.6.2 Note Taking 
This entails making notes about the data collection. On this, Glaser (1978, 1992) 
recommends against recording or taking notes during an interview or other data 
collection session. In this research, ‗pseudo-interviews‘ were undertaken during the 
survey when questions were asked of the responders based on responses to the 
questionnaire. These responses were recorded, and coded immediately after every 
survey. This exercise continued until ‗data saturation‘ was reached.  
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4.6.3 Coding  
Glaser (1992, p. 38) defines coding as ―conceptualising data by constant comparison of 
incident with incident, and incident with concept‖. Creswell (2005) defined it as the 
―process of segmenting and labelling text to form descriptions and broad themes in the 
data‖. Charmaz (2007) describe coding as categorising segments of data with a short 
name that simultaneously summarised and accounts for each piece of data. Strauss 
and Corbin (1990, p.61) defined coding simply as ―the process of analysing data‖. 
Coding is the pivotal link between collecting data and developing and emergent theory 
to explain these data.  
 
Figure 4.6: Cycles in Coding  
(Sources: Jones & Weas, 2013, Lampard, Brace & Bessel, 2015) 
 
After note-taking, initial coding of the data was carried out, followed by focussed coding 
(figure 4.5). Allan (2003) describes coding as a form of content analysis to find and 
conceptualise the underlying issues amongst the ―noise‖ of the data. The term ‗content 
analysis‘ may be applied to the coding process in GT in that it is a systematic and 
objective process for analysing written communications; however, the goal with this 
coding is not to quantitatively measure variables (Polit and Hungler, 1997); but to  
identify and label recurring words to undertake a thematic coding, from whence theories 
can emerge (figure.4.6).  
•Naming words, lines, segments, incidents 
•Provisional  
•Identify gaps in data collection 
•Word by word, line by line, incident by incident 
Initial 
 
•Use of frequent codes to sort, synthesize, integrate and organize 
data 
•Comparing data from different methods 
 
Focused 
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Figure 4.7: Grounded theory pyramid  
(Source: Jones & Weas, 2013 in Lampard, Brace & Bessel, 2015) 
 
In GT, data analysis involves the assignment of concepts and themes to the data 
gathered. According to Glaser, 1978, p.57), the coding of data focused on the constant 
comparative method involving two procedures aimed at creating categories and their 
properties.  
 The first procedure, the researcher makes comparisons of incident to incident to 
generate categories and then compares new incident to the categories.  
 The second procedure requires that the researcher examine the data through the 
use of neutral questions such as, ―What category does this incident indicate?‖ 
These two procedures, together with the use of memos that document the 
researcher‘s ideas as coding proceeds, and theoretical sorting, which organises 
the data and the memos, are the essence of Glaser‘s method (Walker and Myrick, 
2006, pp. 547-559).  
 
The two-step coding process was further broken down into substantive and theoretical 
coding (Table 4.11) (Glaser, 1978; Charmaz, 1995):  
a) Line by line, open coding (substantive). This process consists of fracturing, 
conceptualising and integrating data to form theory. Coding of data could be open, 
axial, and selective (Strauss and Corbin, 1990; 1998):  
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o Open coding refers to the process of generating initial concepts from data. 
Open coding of the collected data is the first step in the analysis of the 
interview data. It involves the classification of data and themes by looking for 
patterns and categories (Glaser, 1978, p.57; Gasson, 2004, p.82).  
o Axial coding to the development and linking of concepts into conceptual 
families - coding paradigm. It relates categories to subcategories, specifies the 
properties and dimensions of a category, and reassembles the data you have 
fractured during initial coding to give coherence to the emerging analysis. 
o Selective coding relates to the formalising of these relationships into 
theoretical frameworks. It is the process of selecting the core category, 
systematically relating it to other categories, validating those relationships, and 
filling in categories that need further refinement and development. 
 
b) Theoretical coding: Theoretical coding conceptualises how the substantive codes 
may relate to each other (Glaser 1978, p.72). Some of the questions the 
researcher could ask during this process are:  
i) what is this data researching?  
ii) what category does this incident indicate? and  
iii) what is actually happening in the data? (Glaser, 1978, p.57).  
 
Table 4.11: Differences between substantive codes and theoretical coding 
(Source: Glaser, 1978, 1998) 
 
Substantive codes versus Theoretical codes 
Substantive codes 
Substantive codes conceptualize the 
empirical substance of the area of research 
(Glaser, 1978, p. 55).  
 
Substantive codes break down (fracture the 
data) while theoretical codes ―weave the 
fractured story back together again‖ (Glaser, 
1978, p. 72) into ―an organised whole theory" 
(Glaser, 1998, p. 163).   
Theoretical codes 
Theoretical codes conceptualize how the 
substantive codes may relate to each other 
as concepts to be integrated into the theory 
(Glaser, 1978, p. 55).  
 
Theoretical codes must not be preconceived, 
rather they are emergent in the data, and 
therefore, ―earn their way into the theory as 
much as substantive codes‖ (Glaser, 1998, 
p. 164).  
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Although theoretical coding is performed prior to the research of any related literature to 
the specific topic (Glaser and Strauss, 1967; Glaser 1978); in this research literature 
and observations will be incorporated as part of the GT analysis as a means of 
triangulation. However, the research follows advice that it is best to utilize the bulk of the 
literature evaluation after the substantive theory is developed (Urquhart, 2001, p.121). 
The literature is then treated as another portion of the collected data and analysed 
through the same process. As the data was read and constantly compared, this led to 
the development of the categories. 
 
Categorisaton: This step entailed the identification of relationships between the open 
code identifiers created using open coding (Urquhart, 2001, p.115; Gasson, 2004, p.83). 
The relationships between categories then began to emerge into themes (Urquhart, 
2001, p.115); and the researcher needed to be sensitive to the emergence of these 
insights into the relationships between categories (Gasson, 2004, p.83). In looking for 
emergence insights in categories, Glaser (1978, p.74) suggests the use of ―Six C‘s‖ 
coding family (figure 4.7); namely: causes (i.e. sources, reasons, explanations, 
accountings or anticipated consequences), context or ambiance, contingencies, 
consequences (i.e. outcomes, efforts, functions, predictions, anticipated/ 
unanticipated), covariance and conditions or qualifiers. 
 
 
Figure 4.8: Glaser’s “Six C’s (Glaser, 1978, p.74) 
 
The first choice category may appear to have the greatest significance for the data, but 
on the whole, the data may also support previous data or other emergent categories.  
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This is the constant comparison process in action and was utilised during the collation 
and analysis of the data for this research. For this research, only the cause and 
consequence within context are considered. Using the constant comparison methods 
(Glaser, 1978), causes and subsequent consequences can be differentiated and 
understood. It is important in the examination of data from this research to have a clear 
understanding of the context around these causes and consequences in that they can 
sometimes be easily mixed up (Glaser, 1978, p.74). As part of preventing this problem, 
and as categories are being created, Glaser suggested the use of ―temporal ordering‖ 
(Glaser, 1978, p. 78) in conjunction with the ―six C‘s coding‖ family.  
 
Coding is a ground up process. Dimensions are a component of properties, properties are 
components of categories. As the structure moves up the chain the concepts become more general in 
each step. Once you have categories, groups of categories through selective coding identify the main 
category. The main category and all its dimensions combined with the collection of all the other 
categories and their dimensions create and validate the theory (Campbell, 2011, p. 10; Bound, 2011). 
 
4.6.4 Memos 
Memoing (i.e. the act of recording reflective notes or memos during data collection and 
analysis) and was continuously done during the data collection and collation stages of 
this research. Theoretical memos are those thoughts and ideas that the researcher 
discovers as they are working on the coding of data (Gasson, 2004, p. 83; Glaser, 1978, 
p.83). It is a means of taking notes on the work as it is being performed which ―lead 
naturally to abstraction and ideation‖ (Glaser, 1978, op cit). As the work proceeds and 
the researcher may have flashes of ideas or insight, when this happens, the researcher 
must stop and memo – if the researcher skips this step, then the work is not truly GT 
(Glaser, 1978, p.83). Eventually, these memos were organised to refine ‗categories‘ and 
then, pulled together to define the theoretical codes.  
4.6.5 Sorting and Writing Up 
The last two phases of the grounded theory reserch process are sorting and writing up. 
These came in several stages, namely: undertaking a thematic analysis, testing the 
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themes, interelating the explanations, and repeating the steps in cycles throughout the 
writing up stage. 
 
Thematic analysis: Themes provide a method of further refining categories. Glaser 
refers to this as the creation of ―core categories‖ – those categories that eventually lead 
to the development of theory (Glaser, 1992, p.75).  
 
Testing the themes: Themes or core categories emerged from the analysis of the data 
obtained. As a means of adding rigour to the research and increasing trustworthiness, 
data from literature and observations are also analysed as part of the constant 
comparison process. Their relevance to the analysis is compared to the thematic 
―grounded‖ data (Harry, Sturges and Klingner, 2005). Not only does this help with 
triangulation of the data, it also provides an additional check for the researcher‘s 
interpretations of the grounded data. 
 
Interrelating the explanations: The creation of substantive (i.e. having an important, 
meaningful, considerable, or firm basis in reality) theory is the goal of this research. The 
eventual final interrelating of the data leads to that goal. Regarding this, Harry, Sturges 
and Klingner (2005, p.9) stated thus: ―With our analysis firmly grounded in extensive, 
triangulated data, we refer to the themes as explanations – emphasising the power of 
our analysis to develop a theory‖. The creation of formal theory is much broader and 
extensive use of GT (Glaser and Strauss, 1967).  
 
Step 6: Repeat all steps as needed: Research iteration and constant comparison 
describes the iterative and constant cycling of the GT process (Gasson, 2004, p. 84). As 
data is collected and analysed, the researcher makes decision at that immediate time 
as to what other data is needed. Glaser (1978, p.16) refers to this as a series of ―double 
back steps‖; ―…as one moves forward, one constantly goes back to previous steps‖.  
 
4.7    DATA ANALYSIS AND PRESENTATION  
The approach adopted for this research is inductive,  that which seeks to interpret data 
in order to address a problem or answer enquiries that are raised at the outset of the 
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research (Gibbs, 2007, Saunders et al; 2007, Bryman & Bell, 2007; Maher, 2013). The 
inductive approach supports the philosophical approach (interpretivism) adopted for this 
research. Creswell (2007, p.150) described data analysis as a simultaneous process 
since the processes of data collection, data analysis, and report writing are interrelated 
and often go on simultaneously in a qualitative research. Data analysis consists of 
―examining, categorising, tabulating, testing … evidence to address the initial 
propositions of a study‖ (Yin (2003). Dey (1993) and Creswell (2007, p.150), suggested 
that researchers doing qualitative research often ―learn by doing‖. Data analysis cuts 
across several stages of qualitative research; it is a reflective and interpretative process 
and contributes to data collection, data representation as well as report writing 
(Creswell, 2003). 
 
The process of GT research methodology is an interactive process that is strictly 
regulated by rules (Hartman, 2001 in Seldén, 2005). The process consists of specific 
coding, theoretical coding, sorting, writing the report and publishing the study. Each of 
these activities in their turn contains other activities (Gustavsson, 1998 in Åge, 2011). 
Gustafsson et al (2003) clarifies that the grounded-theory research-method tends to be 
applied in various ways depending on the area of research and the available resources 
in terms of time, money and experience. According to Creswell (2005), there are six key 
steps in analysing and interpreting qualitative data. These steps are preparing and 
organising of data, exploring and coding the database, describing findings and forming 
themes, representing and reporting findings, interpreting the meaning of the findings, 
and validating the accuracy of the findings.  
 
These are similar the GT process discussed in section 4.6, and confirms the use of GT 
as a qualitative research method.  However, Creswell (2005) argued that these steps 
are not necessarily a linear progression. This is because, research progress is made 
iteratively and simultaneously, such as data collection and coding/analysis occurring 
immediately after and before the next participant is interviewed. The repetitive nature of 
research survey is due to the need to follow-up with a respondent or the need to 
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constantly review the data multiple times, and each time, a deeper understanding about 
the phenomena is developed.  
 
Miles and Huberman (1994) opined that the analysis of qualitative data is divided to 
three phases: data reduction, data display and conclusion drawing/verification.  
a) Data reduction involves: selection, focusing, simplification, abstraction and 
transformation. At this stage, the survey responses were condensed by placing 
responses onto a standardised template for easy reference. Hence, open coding of 
the raw data into a―standardised form for the purposes of analysis was undertaken 
to ease this process so as to capture all the issues that were linked to the subject 
matter, and at the same time, exclude all irrelevant portions of the survey. 
b) Data display generates an "organised, compressed assembly of information that 
permits conclusion drawing and action". This was achieved through categorisation 
of intial coding and thematic analysis. 
 
The final written report or presentation includes the ―voices of respondents‖, the 
reflexivity of the researcher, and a complex description and interpretation of the 
problem and it extends the literature or signals a call for action (Creswell, op cit). 
The final written report presents a summary of the case studies and final analysis, 
rather than the step by step analysis undertaken after each case study. This 
approach was adopted as the doctoral thesis is limited in size and number of words 
it contains. A separate volume of the case studies and detailed analysis is 
available, but not included for submission as part of the thesis for the afore-
mentioned reason.  
 
There is no standard format for this kind of analysis, as it can be designed to fit the 
purpose of the study. The main idea however is to become familiar with each case 
individually, allowing the unique patterns of each case to appear before trying to 
generalise across cases. Eisenhardt (op cit) also brought up the cross-search method, 
in which the overall idea is to compel researchers to go beyond initial impressions and 
to counteract negative tendencies; e.g. to leap to conclusions based on limited data. 
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One way to carry out a cross-case comparison is to select categories or dimensions and 
then look for within-group similarities or differences; categories that can be proposed by 
the research problem, by existing literature or simply be chosen by the researcher. This 
research has used both analysis methods described above when analysing the 
empirical data. First, each housing estate was appraised individually to examine FM 
practice patterns, scope, achievement and challenges, and then a cross-case analysis 
was done to see the existing similarities and differences between the different 
types/categories of housing estates practicing FM. Yin (2003) suggested that some of 
the important principles for data analysis include reviewing all of the research evidence; 
addressing rival interpretations and contrary findings (that is opposing views); focusing 
on the central phenomenon and/or principal research questions; and demonstrating 
current awareness of thought and research in the field.  
 
In this research, data analysis was undertaken with the aim of making sense of the 
information gathered and to identify the meanings contained in that data by searching 
for patterns and regularities in the data collected. Thus, the data analysis process in this 
thesis was carried out in three stages, namely data presentation and coding; data 
analysis and interpretation; and discussion of findings.  
 
The first stage of data presentation is the descriptive analysis of the case studies 
(section 5.1), which is defined as a situation analysis that helps describe, show or 
summarize data in a meaningful way such that patterns might emerge from the data 
(Lund Research Ltd, 2013).  This was followed by the open coding (section 4.6.3), 
where a line by line coding of responses was undertaken. Furthermore, the data was 
organised around certain themes. The respondents‘ responses were coded into the 
themes identified from the raw data, and any further issues that were brought up by 
respondents by virtue of the open-ended questions contained in the questionnaires. 
Sub-themes were formulated for each major theme in order to allow detailed analysis of 
the results. The data received from the residents were organised by placing the data 
into tables and text.  
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Finally, the patterns and regularities identified in the data organisation stage were then 
used to offer explanations and draw conclusions related to the research objectives. This 
involved finding patterns in the collected data, which relate back to the original research 
enquiry. Further support for the patterns found was also gained through reference to 
existing literature, which also assisted in the generation of explanations, conclusions 
and recommendations.  
 
In order to ensure the confidentiality of every participant in this research, anything that 
could be used to identify them has been left out. Other than that, the data presented in 
this thesis is as provided by the respondents, observations made in the course of the 
survey, and information gleaned from the housing estates brochures and residents‘ 
handbook. 
 
4.8  ETHICAL CONSIDERATIONS  
Social research is a complex process and involves the dynamic interaction of the 
researcher and the participant (Tolich, 1996; Tolich & Davidson, 2011). Ethical issues 
arise primarily in qualitative research due to the closer relationship between researcher 
and research subject (Blaxter et al., 2001), i.e the respondents. An ethically sound 
research should provide confidentiality, anonymity, legality and professionalism. Prior to 
conducting the primay data collection for this research, all ethical considerations were 
considered.  Ethical approval for the research and its methodology was obtained from 
the University, in accordance with its ethical guidelines – see Appendix 3.  
 
It should be noted that ethical approval protects those involved in the research process 
from inappropriate research techniques and ensures that their personal rights of 
anonymity and the right to withdraw at any time are protected. The anonymity of 
personal responses within the data analysis ensures that respondents can co‘tribute 
honestly and openly to the research process, and also creates a context where the 
participant can express their opinion without feeling uncomfortable. Thus, researchers 
should avoid deception and lead an honest and open investigation; respondents' 
interests should be protected to avoid psychological harm; and also ensure 
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confidentiality of information. To this end, researchers should obtain the informed 
consent of respondents and formally record agreements before their involvement 
(Denscombe, 2003). 
 
Access to the housing estates where the respondents were located was initiated by 
visiting the administrative offices of the housing estates concerned to book an 
appointment with the responsible person, and seek for approval to administer the 
questionnaire to the residents. The respective respondents, who were randomly 
selected on the basis of availability, were offered explanations of the purpose of the 
research and were assured that all data would be kept confidential. In addition, 
respondents were informed that the identity of individual respondents would remain 
anonymous in the report of the research. This was contained in the covering letter 
attached to the questionnaires that were distributed during the survey (Appendixes 2 
and 3).  Thus, anonymity had been ensured by replacing respondents' names with code 
numbers. 
 
4.9  THE RESEARCH LIMITATIONS 
GT has been chosen as a methodology for this research to provide guidance for data 
collection, analysis and theory building. GT is used to create new theory to explain and 
sometimes predict phenomena based on empirical data. In a pure Glaserian GT 
approach (Glaser, 1978); interview was conducted with more open ended questioning, 
with each question leading to additional questions. Although these procedures may not 
have limited the trustworthiness of the research, it did limit the evolution of the research 
as a pure Glaserian GT research. A pure GT research methodology does not start with 
any idea of the nature of the research, but with an empty mind. The research is not 
purely in the Straussan school of GT either, but sits somewhere between both schools, 
albeit leaning more towards Strauss. 
4.9.1  The Pilot Stage 
During the pilot stage, it was dicovered that four of the housing estates have more than 
one Facilities Manager. Since this study is not about ‗representative sampling‘, but an 
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intention to seek information from those experienced enough and available to share 
their experiences about the research phenomenon – FM practice, they were all 
interviewed. This accounted for the skewedness of research respondents/participants in 
favour of housing estates with larger number of housing units. In addition, it was 
observed that this category of housing estates performed wider scope of FM roles. 
4.9.2  Case Study Areas 
This research set out to examine the role of FM in housing management through the 
adoption of mixed methodologies, which are qualitative GT and case study. Therefore, it 
was intended that only those housing estates that are practicing FM will be surveyed. 
This intention was strictly followed as there would be no basis to carry out any survey 
where FM is not being practised because, such would amount to a futile exercise as the 
outcome will not be of relevance to this resesrch. Furthermore, although more than 20 
housing estates out of the 59 visited during the pilot study phase claimed to practice 
FM, only those housing estates where the Facilities Managers signified their intention 
and gave assurance of cooperation were eventually surveyed.   
4.9.3  Data Sources 
The data collection typically encompasses in-depth interviews, but can also include 
other sources of data such as, existing literature and quantitative data. The number of 
case studies and participants in the study meant that in-depth interviews could not be 
conducted, and the researcher adapted the interview to gather primary data from 
participants. Self-administered questionnaire was adopted to enable more respondents 
to participate in the survey, to ease collection, collation and data analysis. The sample 
was also limited to those housing estates where the owners and the Facilities‘ 
Managers granted the researcher access to undertake the survey.  
4.9.4  Non-Availability of Analytical Software      
Limitations of this research are the same as any GT research – time to complete a fully 
saturated research that produces a formal theory (Gasson, 2004, p.84). Instead, the 
goal is to produce substantive theories based primarily on the collected survey data. It 
has been pointed out that GT is very complex and time-consuming due to the tedious 
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coding process and memo writing as part of the analysis (Bartlett & Payne, 1997). The 
use of GT to explain and predict a phenomenon or to build a theory is also known as a 
very subjective process, which relies heavily on a researcher‘s abilities. This was even 
more so the case in this research, as the researcher was limited by the non-availability 
of softwares to undertake the coding, analysis and presentation. Where tools were 
available, there was no support avilable in terms of training and use to enable the 
reserahcer fully utilise these tools, as they required a reliable and constant online 
connection. 
4.9.5  Non-existence of previous research on FM in housing in Nigeria 
Given the lack of previous research on FM in housing, a broad-based approach seemed 
the appropriate place to start instead of the oral interview prescribed option prescribed 
by GT. The disadvantage of undertaking an oral  interview in this research would have 
limited the number of case studies and few respondents will be interviewed due to time 
and resource constraints. Furthermore, a significant amount of time would have been 
spent in arranging and carrying out each interview. Gaining comparability across the 
respondents was also considered a weakness of this technique. These difficulties was 
minimised by adopting the use of questionnaire and administration of same set of 
questionnaire on the respective respondents to ensure the comparability and ensure the 
credibility of the survey exercise and validity of the outcome. Howeve, the data 
organisation stage of this research was made somewhat difficult due to the vast amount 
of information that was gathered. 
4.9.6  Dated and unreliable statistics 
Although, secondary data may appear far cheaper (cost wise) and faster to collect; yield 
more information than can be had through a primary data collection exercise; can play a 
substantial role in the exploratory phase of any research when the task at hand is to 
define the research problem but it may be unreliable. This is because the reliability of 
published statistics and the systems of its collection may have changed with time 
without any indication of this to the reader of published statistics. Furthermore, the time 
period during which secondary data was first compiled may have a substantial effect 
upon the nature of the data. Consequently, the researcher has to be careful, when 
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making use of secondary data. The research of this nature requires that reliable data is 
obtained. Consequently, any information or document (especially housing estate report 
and brochures) that cannot be linked directly to the source was ignored in order to avoid 
falacy and unrelated generalisation. For this reason, old financial reports of some of the 
housing estates that were released were discountenanced because the financial status 
of the housing estate concerned may have changed. In addition, rental and sales values 
that were contained in advertorial columns of newspapers were ignored because of the 
speculative natures of these figures  
4.9.7  Scope of research. 
The crucial factor of this research centred on data elucidation from the Facilities 
Managers and the residents of the case study areas. It will be considered appropriate 
not to extend the study beyond the operational side of FM practice because the volume 
of data that would be generated in a study of this nature necessitated the elimination of 
broad treatment of management components of which maintenance management, cost-
in-use, building/infrastructure designs and project management are all part. In addition, 
defects in building structures and services, durability of building materials and 
components, influence of biological and chemical forces, and design factors amongst 
others, were not part of this research except a mere mentioning where it becomes 
expedient to do so.  
 
Institutional constraints including lack of access to certain information considered 
sensitive were not given. In addition, some Facilities Managers could not give certain 
specific information as they lacked authority to divulge confidential information, 
especially related to finances. As a result, issues that bothers on cost in use, detailed 
oprational procedures, master plan, design and construction were  not examined in the 
research.  
 
Furthermore, due to the sensitive nature of the research area; having to do with 
people‘s residencies and their need for privacy, and coupled with the security challenge 
pervading Nigeria at this time; thus it was quite a daunting challenge to get access to 
many residents to administer the questionnaire. Due to the security challenge and the 
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prevalent armed robbery and kidnapping cases in Nigeria, there is too much suspicion; 
and in order to ―keep and/or feel safe‖, doors would not be opened to strangers. As the 
postal system is not reliable and had cost implications, this was not an option. 
 
4.10  SUMMARY 
In this chapter, the research philosophy and the eight steps of the research framework, 
which centred on the pilot study resulting in the choice of 20 housing estates that were 
eventually surveyed; the in-depth survey through the adoption of mixed methodologies 
and research design were discussed. This chapter equally discussed data collection 
process and tools using embedded case study; and analysis using GT, research ethics 
and limitations. Furthermore, this chapter established and justified the approach for this 
research that adopting mixed methodologies allowed for an in-depth understanding of 
the issues surrounding the research phenomenon. The data obtained through the 
application of the research design and tools were presented in Chapters 5. 
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CHAPTER 5: THE CASE STUDIES, CONCEPTS AND CATEGORY 
DEVELOPMENT 
This chapter starts with descriptive analysis of the case studies based on the pilot study 
(section 5.1). Cross-case analysis and the first level of initial coding (section 4.6.3) of 
the responses received, open coding, concept formation and data categorisation were 
simultaneously done in this chapter. 
5.1  THE HOUSING ESTATES 
Further to the pilot study in section 3.3, two broad categories of housing estates were 
identified. These are private and public; within these groups are profit-based and non-
profit based housing estates. The various types of housing estates in Nigeria are as 
shown in figure 5.1 below: 
 
 
Figure 5.1: Types of housing estates  
 
Majority of housing estates in this study are concentrated in Ikoyi, Victorial Island and 
Lekki/Ajah. Other housing estates are located at Yaba, Maryland, Ikeja and Satellite 
town in Lagos State and one Agbara in Ogun State, Nigeria. A brief overview of each 
estate is presented in Table 5.1. 
 
Housing 
Estates 
Private 
Profit 
based   
Non-profit 
based   
Public 
Profit 
based   
Non-profit 
based  
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Table 5.1 contains the list of housing estates selected as case studies for this research 
based on the classification of the available housing estates as shown in figure 5.1. The 
Table also indicates the characteristics of the housing estates. These cases were 
selected to represent the spectrum of housing estates available, with each category 
represented by at least one housing estate. Saturation point was reached with these 
twenty cases, as they were the only housing estates which claimed the practice of FM. 
Although the researcher acknowledges that there may have been elements of FM 
practiced in other estates not making such a claim, a brief investigation during the pilot 
stage of the study identified that no new knowledge was being added to the research 
through an examination of these estates. 
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Table 5.1: Case Studies   
NAME  TYPE NATURE  YEAR SIZE NO. OF UNITS DRIVER OBJECTIVES MANAGEMENT  
Case 1: 
VG(A) 
Private Partly built and sold 
to individual owners 
and partly regulated 
developments 
1991 205 
hectares 
3,000 Profit based Make the housing estate the best in 
the country; to creat an estate where 
the occupiers enjoy the facilities 
provided which they pay for and live a 
healthy life (value for money). 
In-house 
Management 
 
 
Case 2: 
1E(A) 
Private 
 
 
*High rise and low 
rise multi-flats; fully 
serviced. 
*Sold to individuals. 
*Investment holding 
1975 then 
refurbished 
2008  
100 
hectares 
1,400 Profit based Provide a conducive and serene 
environment habitable for people and 
to improve the standard of living of 
anyone residing in the estate. 
 
In-house 
Management 
 
Case 3: 
AE(A) 
Private Regulated 
developments 
1980 454.1 
hectares 
Phase 1 -
5,000 
Phases 2 & 3 
15000-20000 
Profit based Provide a balanced new town with 
industrial, commercial, residential and 
recreational land uses complemented by 
efficient infrastructural services and 
community infrastructures 
In-house 
Management 
Case 4: 
AT(A) 
Private *High rise, multi-flats 
& fully serviced. 
*Built & sold to 
individuals. 
2005  65 Profit based Improve performance, quality and 
timely service and the elimination of 
costs associated with ineffective work 
processes. 
Outsourced to FM 
company 
Case 5: 
DE(A) 
Private  
 
Built and sold to 
individual owners 
1992 10 acres 37 Profit based Provide a high class, healthy living 
conditions and friendly environment. 
In-house 
Management 
Case 6: 
CG(A) 
Private 2007 28.039 
hectares 
231 Profit based Provide a unique, quite, safe, private, 
serene, secured and clean residential 
environment that will enhance healthy 
and safe living devoid of the hustle 
and bustle of the inner Lagos 
In-house 
Management 
Case 7: 
CE(A) 
Private 1991 41.7 
hectares  
420 
residential & 
16 
commercial 
Profit based Have a low density residential Estate 
that will provides top class facilities 
In-house 
Management 
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Case 8: 
FP(A) 
Private 2005 250.056 
hectares 
250 Profit based Proactively and aggressively plans, 
maintains, operates and manages all 
county owned and leased properties 
in a safe, accessible and effective 
manner. 
Outsourced to FM 
company 
Case 9: 
NT(A) 
Private *High rise, multi-flats 
& fully serviced. 
*Built & sold to 
individals. 
*Investment holding 
2004 3.7 acres 54 Leased 
apartments 
(Profit 
based) 
Promote environmental friendly 
policies and programmes as well as 
partner relevant agencies to ensure 
that the green project becomes a 
reference point the industry. The 
ultimate objective is to achieve 
optimum return. 
In-house 
Management 
 
Case 10: 
PV(A) 
Private Site & services 
scheme - regulated 
developments where 
customised houses 
were built. 
1990  250+ Profit based  In-house and 
Outsourced 
Case 11: 
PC(A) 
Private Built and sold to 
individual owners 
2005  14 Profit based Ensure proper utilisation and 
management of installed 
infrastructures and services provided 
so as to ensure the convenience of 
the residents of the estate. 
Residents 
Association / 
Outsourced to FM 
company 
Case 12: 
SE(A) 
Private Partly built and sold 
to individual owners 
and partly regulated 
developments 
1959 50 acres 200  Profit based Ensure wholesome living environment 
through the provision of adequate 
infrastructural facilities and services. 
Residents 
Association / 
Outsourced to FM 
company 
Case 13: 
SW(A) 
 
Private Built & sold to 
individals. 
 
 
2004  92 Profit based  In-house 
Management 
and Outsourced to 
FM company 
Case 15: 
GB(AB) 
Joint 
venture  
between 
Private and 
Public 
sectors 
Built & sold to 
individals. 
2002 10 
hectares 
86 Profit based Create a conducive atmosphere that 
will make man and nature to be at 
peace with each other, a safe haven 
to ensure comfort and relaxation and 
spur creativity‘. 
In-house and 
Outsourced to FM 
company 
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Case 16: 
CHE(A) 
Private Built to serve as 
official staff 
residences 
1991 20 
hectares 
127 Non-profit 
based 
(Staff 
residential 
quarters) 
Provide residential accommodation for 
the its (Chevron Petroleum Company 
Ltd) management staff, which 
aremainly expatriates and their 
Nigerian counterparts who hold 
important managements positions in 
the com 
In-house 
Management 
 
Case 17: 
EC(B) 
Public Service apartments – 
investment holding 
1980  152 Furnished & 
leased 
apartments 
(Profit 
based) 
Provide a desirable residential 
accommodation. 
In-house and 
Outsourced to FM 
company 
Case 18: 
DH(B) 
Public  
 
 
Built and sold to 
individual owners 
1991  321 Profit based Increase the stock of housing units in 
Lagos and to create a more suitable 
living condition for the masses. 
In-house 
Management and 
Residents 
Association 
Case 19: 
MA(B) 
Public 1998  350 Profit based Increase the stock of housing units in 
Lagos and to create a more suitable 
living condition for the masses. 
In-house 
Management and 
Residents 
Association 
Case 20: 
CB(B) 
Public 
 
Built to serve as 
official staff 
residences 
(1) 1981 
and 
(2) 1988 
 158 
378 
536 
Non-profit 
based 
(Staff 
residential 
quarters) 
Provide the necessary services as 
agreed by the Residents Association 
to make life convenient for the 
residents of the estate, and to keep 
the infrastructures in the estate in a 
good condition. 
In-house 
Management and 
Residents 
Association 
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Table 5.1 shows that 75% of the twenty cases are privately owned either by 
individuals or companies. 20% are publicly owned, whilst 5% represents a joint 
venture between public and private organisations. 90% of the estates are profit-
based, whilst only 10% are non-profit based being staff residential housing – 5% 
each for public and private sector organisations. 
 
In terms of FM procurement, 60% of the estates provided FM services through in-
house direct labour. 20% of estates have outsourced their FM service provision, and 
another 20% deliver services using a mixture of in-house and outsourced provision. 
 
Some of the profit-based estates purported to have a unique selling point (USP). 
With VG(A) ―the estate was designed according to contemporary urban planning 
principles and infrastructure systems, with the emphasis on comfort, quality 
infrastructures, and the provision of a conducive and ideal atmosphere for living and 
recreation for the residents‖. IE(A) emphasises on the role of FM in their housing 
management, stating that ―FM has enabled proactive maintenance practice and 
through continuous improved service delivery.‖  AE(A) describes itself as ―the 
foremost private initiative in New Town Development in Nigeria‖; with the estate a 
―model (of) integrated town development‖ that is an ―evolution of a total environment 
which promotes high standards of healthy living condition for all‖. This has been 
achieved through the creation of a greenbelt, common and open spaces. 
 
AT(A)‘s unique selling point is their ―commitment and dedication to service 
excellence, staff development and continuous business improvement and by our 
ability to think harder and work smarter‖. DE(A) describes itself as ―an exclusive, low-
density residential estate designed to provide a high class, healthy living conditions 
and friendly environment‖; whilst CG(A) is  focused on providing ―a top class 
residential environment for an exclusive group of people, complete with 
infrastructural facilities and social amenities that would complement the residential 
area within a well demarcated and fully fenced housing estate‖. 
 
CE(A) is a mixed development of residential and commercial units owned by a mix of 
corporate and individual owners. It has elected representatives on its board and 
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focuses on making ―the housing estate a natured, friendly environment‖. FP(A)‘s 
unique selling point is to be ―proactive and aggressive in planning‖,  and ―maintain, 
operate and manage all the owned and leased properties in a safe, accessible and 
effective manner‖. NT(A) sells itself as having ―luxury standards with top quality 
materials and excellent workmanship to provide class, convenience and comfort to 
residents‖.  
 
PC(A) was ―built to provide well-designed, state of the art infrastructural facilities at 
affordable prices‖. It must be noted that the affordability was not verified as the 
research did not investigate rental or property values or service charges. SE(A) was 
―designed to ensure wholesome living environment through the provision of 
adequate infrastructural facilities and services‖.  SW(A) pitches itself at the higher 
income end of the market providing ―fully detached residential units with ultra-
modern infrastructures designed for medium and high strata of the society‖. TP(A) 
simply aimed to ―acquire, develop and to provide high quality luxury serviced 
commercial and residential accommodation‖ 
 
GB(AB) purports to ―create a conducive atmosphere that will make man and nature 
to be at peace with each other, a safe haven to ensure comfort and relaxation and 
spur creativity‖. However, of the four corporate goals, three are economic and only 
one focuses on the residents. EC(B) wishes to leave a ―legacy depicting how 
skyscrapers should be developed and maintained to provide a desirable residential 
accommodation‖. 
 
DH(B) is one of a number of public housing estates aimed at ―creating a more 
suitable living condition for the masses‖. The fact that it is aimed at an ―upper 
medium income‖ group however limits access to the estate for the majority. MA(B) is 
another estate with elected representatives on the board. It prides itself on being 
―one of the most secured estates in Nigeria with few records of theft and burglary‖. 
There were no statistical records available to verify this claim. 
 
In fact most of the statements from the estates appeared to be more of a vision 
(what they hope to achive) rather than a feature which differentiates them from their 
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competitors. None of the claims made by the estates were backed by evidence 
(apart from the physical observations made by the researcher). 
In Table 5.1, the housing estates were classified as 1) public and private; and 2) 
profit and non-profit based. However, to successfully carry out the evaluation of FM 
practice in the surveyed housing estates,  these estates were reclassified into three 
groups as follows: based on the number of units contained therein.  
a) Case 1 (3,000); Case 2 (1,400); Case 3 (5,000+); Case 18 (710); and Case 20 
(536); 
b) Case 6 (350); Case 7 (420); Case 8 (250); Case 10 (250); Case 12 (200); and 
Case 19 (350); and 
c) Case 4 (65); Case 5 (37); Case 9 (54); Case 11 (14); Case 13 (92); Case 14 (36); 
Case 15 (86); Case 16 (127); and Case 17 (152). 
 
This new classification will enable like for like comparisons to be undertaken, so 
results are more consistent. 
 
The ranges within these classification categories have been set by the researcher 
based on initial trends identified through the pilot study. It will aid in identifying 
procurement and other trends amongst similar groupings. Majority (45%) of the 
estates in the study are categorised as small, followed by 35% medium sized estates 
and 20% large estates. Further analysis of the procurement types of these housing 
estates revealed that there is no specific procurement type identifiable on the basis 
of size of housing estate. As shown in Table 5.17, as many as 77% of the 20 
different housing estates had in-house team that effect FM duties; this 77% (i.e. 
about 15 housing estates) cut across every stratum. Furthermore, these 77% 
practised outsourcing as well.  
 
In terms of FM procurement, 65% of the estates provided FM services throgh a 
mixture of in-house FM service and out-tasked service contracts. 15% of estates 
have in-house FM service provision, total facilities management (TFM) contract and 
Managing agent FM contract  respectively have 10% each. 
  
Furthermore, the FM procurement methods cut across the all the diffent types of 
housing estates irrespective of nature and size of the various housing estates.  
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5.2 THE STUDY PARTICIPANTS AND QUESTIONNAIRE DISTRIBUTION 
In Section 1.2 of this thesis, the researcher describes the areas of enquiry to be 
investigated by this research. These led to the development of the aims and 
objectives (section 1.3) and the questionnaires used for data collection from the 
facilities managers (Appendix 1) and residents (Appendix 2). The use of 
questionnaire as part of data collection enabled a large number of respondents to be 
reached, especially the residents.   
 
In the questionnaire for the Facilities Manager and FM service providers, a total 
number of 27 questions were asked. These questions were grouped into the 
following major areas for easy tracking on the basis of the research enquiry and 
objectives :   
 Respondents‘ personal information 
 Mission, vision and goals of the housing estates 
 The roles of the FM departments 
 The perception and scope of FM in the housing estates 
 Quality of service delivered by FM 
 FM strategy in housing management 
 Perceptions of FM performance and user satisfaction 
 Constraints/Challenges for FM in housing management 
 
In the residents‘ questionnaire, 16 questions were asked, split into three (3) major 
areas as follows: 
 Background information  
 The involvement of the residents in the FM process  
 Residents‘ satisfaction with the performance of FM team 
 
Full report on each of the cases (i.e. the twenty housing estates) was thereafter 
written up into a report following a standard template to ensure comparability of data. 
Highlights of this report are contained in section 5.1 and a general summary of the 
case studies‘ findings are presented in this thesis. However, the full report (volume 
two to the thesis) can be made available upon request.  
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The sample size exceeded the usual recommendations of four to ten cases for a 
grounded theory research. However, as previously explained (section 4.5.1) the 
saturation point for sources was reached at twenty case studies, because of the 
variances in practice. 
 
Table 5.2: Distribution of questionnaire respondents 
Facilities Managers Residents responses 
Housing Eestates Number of 
respondents 
% of 
respondents 
Number of 
questionnaires 
given to 
residents 
Number of 
questionnaires 
returned 
Percentage of 
total returned 
(%) 
Case 1: VG 2 7.70 350 210 21.1 
Case 2: 1E 4 15.40 250 130 13.0 
Case 3: AE 1 3.85 500 87 8.7 
Case 4: AT 1 3.85 65 20 2.0 
Case 5: DE 1 3.85 37 11 1.1 
Case 6: CG 1 3.85 100 19 1.9 
Case 7: CE 1 3.85 150 41 4.1 
Case 8: FK 1 3.85 50 5 0.5 
Case 9: NT 1 3.85 54 7 0.7 
Case 10: PV 1 3.85 100 50 5.0 
Case 11: PC 1 3.85 14 5 0.5 
Case 12: SE 1 3.85 100 42 4.2 
Case 13:SWG 1 3.85 50 19 1.9 
Case 14:TP 1 3.85 36 10 1.0 
Case 15: GB 2 7.70 50 36 3.6 
Case 16: CHE 1 3.85 50 7 0.7 
Case 17: EC 1 3.85 75 52 5.2 
Case 18: DH 1 3.8 100 75 7.5 
Case 19: MA 1 3.8 150 75 7.5 
Case 20: CB 2 7.7 200 70 7.0 
Total 26 100% 2481 971 97.2% 
 
Table 5.3 shows the population sample for the study. It is noteworthy that four of the 
case study organisations fielded more than one respondent for the facilities 
management team. This does not need to be taken into consideration in interpreting 
the results, as discussed in section 4.9. When combined, the four cases have a 39% 
representation of Facilities Managers, and provided 45% of residents‘ responses, 
which did impact on findings. Moreover, sampling in grounded theory methodology, 
emphasise data generation and not study population‘s representativeness (Corbin 
and Strauss, 1990, p.9) – see section 4.5.1.    
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Table 5.3: The coding pattern of the various sections 
Ref. Nos. 
of 
sections 
Sections Coding 
system 
Corresponding 
Tables of Concepts & 
Codes 
5.2 Background information of Facilities 
Managers 
A1 Tables 5.4 to 5.9 
Codes A1-1 to 37 
5.3 Understanding FM A2 Table 5.10 
A2-1 to 17 
5.4 Strategic FM  A3 Tables 5.11 & 5.12 
Codes A3-1 to 62 
5.5 Roles of FM departments in housing estates 
A4 
Tables 5.13 to 5.15 
Codes A4-1 to 96 
5.6 to 5.7 FM practice in housing estates 
 
A5 Tables 5.16 to 5.21 
Codes A5-1 to 73 
5.8 Functionality of infrastructures 
A6 
Tables 5.22 & 23 
Codes AB6-1 to 32 
5.9 Effectiveness of FM services in housing 
estates 
A7 Table 5.25 
Codes A7-1 to 42 
5.10 FM service quality in housing estates A8 Table 5.27 
Codes AB8-1ACC1 to 
AB8-10UND2 
5.11 FM value added / benefits to housing 
estates 
A9 Table 5.28 
Codes A9-1 to 38 
5.12 The involvement of the residents in the FM 
process 
B10 Tables 5.29 to 5.33 
Codes B10-1 to 27 
5.13 The challenges of FM in housing estates A11 Table 5.34 
Codes A11-1 to 28 
 
Key: In this chapter, except otherwise indicated, ‗A‘ represents Facilities Managers 
responses; while ‗B‘ stands for the Residents except in Table 5.1 where ‗A‘ 
represents private housing estates and ‗B‘ represents public housing estates. .    
 
5.2   FACILITIES MANAGERS / SERVICE PROVIDERS BACKGROUND 
5.2.1 Educational and Professional Backgrounds of Facilities Managers 
The first part of the questionnaire identified the educational and professional 
backgrounds for the Facilities Managers (FacMgrs). There were nine (9) questions in 
this section (see part 1 of Appendix 1).  
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Table 5.4: Facilities Managers’ educational background 
Codes  Educational qualifications Number of Responders % 
A1-1 HND/B.Sc./M.Sc Estate Management 11 42.35 
A1-2 B.Sc. Mechanical Engineering 4 15.40 
A1-3 HND/Building Technology 3 11.55 
A1-4 B.Sc. Economics 1 3.85 
A1-5 B.Sc. Project Management 1 3.85 
A1-6 B.Sc. Electrical Engineering 1 3.85 
A1-7 B.Sc. Mass Communication 1 3.85 
A1-8 B.Sc. Quantity Surveying 1 3.83 
A1-9 HND Underwriter (Insurance) 1 3.85 
A1-10 B.Sc. Computer Science  1 3.85 
A1-11 City & Guilds (Electrician)  1 3.85 
Totals  26 100.0 
 
This question generated 11 codes as shown in Table 5.4. With regards to 
educational qualifications, the majority 42% had a qualification in Estate 
Management at Higher Diploma, Bachelors or Master levels (table 5.4). This was 
followed by qualifications in Mechanical Engineering and Building Technology. Other 
qualifications showed single participants, and were considered statistically 
insignificant individually. Together however, they represented 31% of Facilities 
Managers, which highlighted the multi-disciplinary nature of FM.  
 
The educational qualifications were somewhat reflected in the professional 
memberships of Facilities Managers. The majority (46%) were members of the 
Nigerian Institution of Estate Surveyors and Valuers (NIESV), with 83% of these 
being members of both the NIESV and the International Facility Management 
Association (IFMA) (Table 5.5). As there is no professional requirement for Facilities 
Managers to be professionally qualified to practice in Nigeria, 19% (almost a fifth) of 
the participating managers did not have any professional qualifications (Table 5.5). 
 
Table 5.5: Professional Affiliations of Facilities Managers 
Codes  Professional memberships Number of 
Respondents 
% 
A1-12 Nigerian Institution of Estate Surveyors and Valuers 
& International Facility Management Association 
10 38.46 
A1-13 Nigerian Society of Engineers 4 15.39 
A1-14 Nigerian Institute of Building 2 7.69 
A1-15 Nigerian Institution of Estate Surveyors and Valuers 2 7.69 
A1-16 Project Management Institute - 2 7.69 
A1-17 Association of Chartered Economist  1 3.85 
A1-18 No professional affiliation   5 19.23 
Total  26 100 
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Half of all Facilities Managers surveyed (figure 5.6) had been in the profession for 5 
years of less. Less than a quarter (23%) had more than 10 years‘ experience. This 
demonstrates the relative infancy of the profession in Nigeria, with the first chapter of 
the IFMA being set up in 1997. Since then, there has been an exponential growth in 
FM in Nigeria, with IFMA now having two chapters in Nigeria (Lagos and Abuja); and 
the NIESV taking FM on board. 
  
Table 5.6: Length of FM Practice by Facilities Managers 
Codes Length of years Number of Respondents  Percentage 
A1-35 0-5 years 13 50.0 
A1-36 6-10 years 7 26.95 
A1-37 11+ years 6 23.1 
Total 26 100.0 
5.2.2  The job titles of Housing Estate Managers  
Unsurprisingly the vast majority (77%) of the managers in the survey held the title of 
Facilities Manager (Table 5.7). The remaining 33% indicated titles were: Property 
Manager, Operational Manager/Information Technologist, Housing Support Services 
Supervisor, Operational Manager and Maintenance Manager respectively. This (77% 
of respondents) represents double the number of IFMA/NIESV members identified in 
Table 5.4. It is also not reflective of the educational or professional qualifications 
earlier identified in Tables 5.4 and 5.5.   
 
Table 5.7: Job Titles of Housing Estate Managers 
Codes Job titles  Number of 
Respondents 
% 
A1-19 Facilities Manager 20 77.0 
A1-20 Property Manager 2 7.70 
A1-21 Operational Manager/ Information Technologist 1 3.85 
A1-22 Supervisor, Housing Support Services  1 3.85 
A1-23 Facilities Monitoring  and Control Manager 1 3.85 
A1-24 Maintenance Manager 1 3.85 
Totals  26 100 
 
Although the title of Facilities Manager proved the most popular, this is not reflected 
in the reporting lines (Table 5.8). The majority (31%) reported to a General Manager, 
closely followed by 27% reporting to the Residents Association Board. Only 15% 
reported to a Facilities Director. This implies that the majority of FM functions are at 
operational level, with very few represented at strategic level.  
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Table 5.8: Reporting Line for Facilities Managers   
Codes Title of Officer  Respondents  % 
A1-25 General Manager 8 30.8 
A1-26 Residents‘ Association Executives 7 26.95 
A1-27 Director of Facilities 4 15.40 
A1-28 Director of Administration 3 11.55 
A1-29 Managing Partner (in Estate Firms) 2 7.70 
A1-30 Project Manager 1 3.85 
A1-31 Operations‘ Manager 1 3.85 
Total 26 100.0 
 
Majority (77%) of FM services were provided by in-house teams (Table 5.9). 
Consultants made up 15%, whilst outsourced multi-service provision was in the 
minority with 8%. The observation made during the survey was that two private, 
profit-based housing estates (PC(A)) with 14 housing units and AT(A) with 65 
housing units, both small-sized, fully outsourced their operations to FM Companies. 
The observation made showed that both are well maintained and the residents 
appeared satisfied based on the analysis of data obtained from them.    
 
Table 5.9: Types of FM providers 
Codes FM roles Number of 
Respondents  %  
A1-32 In-house FM service provider (directly employed by the 
organisation for which you provide services) 
20 77.0 
A1-33 Facilities Management Consultants 4 15.4 
A1-34 Multi-service companies (an outside facilities management 
company to provide FM services) 
2 7.7 
Total 26 100.0 
 
5.3 FACILITIES MANAGERS’ UNDERSTANDING OF FACILITIES MANAGEMENT 
The second part of the questionnaire concentrated on the scope of FM in housing 
estates. The goal was to collect data on the Facilities Managers‘ understanding of 
FM based on their practice. There were eighteen questions asked in this category 
trying to ascertain the scope of FM and the respondents understanding of FM. 
Respondents were asked to rank their choice of answers using a likert scale (Likert, 
1932) of 1-5, with 5 being the strongest agreement and 1 the strongest disagreement 
(Appendix 1, part 2 question). There were also asked to give their open opinion on 
FM.  
 
The strongest understanding of FM is in the coordination and overseeing of the safe, 
secure, and environmentally-sound operations and maintenance of real estate 
assets in a cost-effective manner, aimed at long-term preservation of the asset value 
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(A2-1); closely followed by supervision and control of those operational elements of 
an organisation in such a coordinated manner as to enhance the efficient use of 
resources while allowing the organisation to realise its desired goals (A2-2). Both of 
these FM definitions are focussed on operational service delivery and maintenance. 
The strategic European definition for FM (A2-3) was third highest ranked (Table 
5.10).  
Table 5.10: The Facilities Managers understanding/perception of FM  
Codes FM is the … Descriptive Statistics 
No of 
Responses 
(all ranks) 
% Mean Overall 
Ranking 
A2-1 coordination and overseeing the safe, secure, and 
environmentally-sound operations and maintenance of 
real estate assets in a cost-effective manner, aimed at 
long-term preservation of the asset value.  
25 96% 4.6400 1 
A2-2 supervision and control of those operational elements 
of an organisation in such a coordinated manner as to 
enhance the efficient use of resources while allowing 
the organisation to realise its desired goals. 
23 88.5% 4.0435 2 
A2-3 integration of processes within an organisation to 
maintain and develop the agreed services which 
support and improve the effectiveness of its primary 
activities. 
24 96.3% 4.0000 3 
A2-4 management discipline that ensures that the 
occupancy costs is minimised whilst maintaining the 
required standards. 
23 88.3% 3.9565 4 
A2-5 process by which an organisation ensures that its 
buildings, systems, and services support core 
operations and processes as well as contributes to 
achieving its‘ strategic objectives in changing 
conditions. 
25 96.0 3.9200 5 
A2-6 management of buildings and their related services. 21 84% 3.8095 6 
A2-7 practice of integrating people, business process and 
physical infrastructure 
23 88.3% 3.7391 7 
The descriptive statistics (Table 5.10) show the rankings of the Facilities Managers 
understanding of FM, from the most preferred definition (section 2.2.3) to the least 
preferred. The Facilities Managers viewed FM as a value-adding service that 
enabled them to attend to the needs and/or complaints of the residents, ensure the 
effective management of the housing estates, and enhance their business 
operations. The frequencies of these perceptions range from 84% (i.e. 21 
respondents) to 96% (i.e. 25 respondents) – see Codes A2-1-7 of Table 5.10.  
These definitions were recoded and further analysed in Table 6.2 – that is, thematic 
analysis.  
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5.4  STRATEGIC FACILITIES MANAGEMENT 
Strategic FM addressed the housing estate vision, mission, goals and objectives 
(see section 5.4.1 and 5.4.2). These elements ultimately define the scope of FM 
functions and process.  
5.4.1 Vision and Mission  
The examination of the organisation‘s vision, mission and goals of housing estates 
intend to find out if there is any link to the nature of ownership of the respective 
housing estates are seeking to achieve (as regards the establishment of the 
respective estates) vis-à-vis the functions of FM Departments in the respective 
housing estates under study. The vision and mission were respectively described as 
follows:   
 A vision statement outlines what the organisation or department wants to be. It 
concentrates on the future. It is a source of inspiration and provides clear 
decision-making criteria. 
 A mission statement is an indicative of the fundamental purpose of an 
organisation or department. It concentrates on the present; defines the customer 
and the critical processes; and informs of the desired level of performance.  
 
This description was provided to aid the understanding of the question being asked 
and provide guidance to the respondents in their responses. The examination of the 
vision and mission of the housing estates was to find the link(s) and relationships 
between FM and the organisations‘ or owners purpose of their housing estates. 
 
Table 5.11: Housing Estates’ Vision and Mission 
Codes Case studies Vision Mission 
 A3-1  
Case 1: VG(A) 
(FacMgr) 
To be the best housing estate in terms of 
affordable and quality housing estate 
around the corridor. 
To work around the scope and 
objectives of the housing estate, to 
satisfy both the client and the end 
user‘s needs. 
A3-2  
Case 2: 1E(A) 
(FacMgr) 
To be the number one development and 
management company in our chosen 
markets, offering exceptional product and 
services to our customers.‖ 
To experience the thrill of creating 
comfortable living and work 
environment for our customers. 
A3-3 Case 3: AE(A) 
(FacMgr) 
Not stated  Not stated  
A3-4  
Case 4: AT(A) 
(FacMgr) 
To be regarded as a role model organisation 
providing long term innovative Facilities 
management solutions that preserve the 
quality of our client‘s assets; enhance their 
returns on investment, add value to their 
brand and improve their overall business 
performance. 
We will create success for ourselves 
and our clients through energy, 
commitment and dedication to service 
excellence, people development, and 
continuous business improvement and 
by our ability to think harder and work 
smarter. 
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A3-5  
Case 5: DE(A) 
(FacMgr) 
To make the estate one of the front liners in 
the line-up of residential estate in self-service 
sustenance both locally and internationally. 
To maintain and improve the quality of 
every facility in the estate, thereby 
improving the comfortability of the 
residents. 
A3-6  
Case 6: CG(A)   
(FacMgr) 
To be a quality leader in the real estate 
property development industry committed to 
customer satisfaction and continuous 
improvement. 
To professionally develop and manage 
facilities of distinction for the total 
satisfaction of its valued clients and 
maximum returns to its stakeholders. 
A3-7 Case 7: CE(A) 
(FacMgr) 
Not stated  To have a low density residential 
Estate that will provide top class 
facilities. 
A3-8  
Case 8: FP(A) 
(FacMgr) 
A facility portfolio of well sited, high 
performance and affordable buildings that 
provide access and support for county 
services to employees, customers and the 
public. 
The Facilities and Property 
Management Division proactively and 
aggressively plans, maintains, operates 
and manages all County owned and 
leased properties in a safe, accessible 
and effective manner. 
A3-9  
Case 9: NT(A) 
(FacMgr) 
To be a quality leader in the real estate 
property development industry committed to 
customer satisfactions and continuous 
improvement. 
To professionally develops and manage 
facilities of distinction for the total 
satisfaction of its valued clients and 
maximum returns to its stakeholders. 
A3-10  
Case 10: PV(A) 
(FacMgr) 
To be the number one property development 
and Management Company in the chosen 
markets, offering exceptional products and 
services to our customers. 
To experience the thrill of creating 
comfortable living environment for the 
residents. 
A3-11 Case 11: PC(A) 
(FacMgr) 
Not stated  Not stated  
A3-12  
Case 12: SE(A) 
(FacMgr) 
Vision of the estate is to deliver the best by 
o Providing facilities equipment for the 
conveniences of the users 
o Ensuring security of life 
To be at the fore front. 
A3-13 Case 13:SWG(A) 
(FacMgr) 
Not stated  Not stated 
A3-14  
Case 14:TP(A) 
(FacMgr) 
To be the number one property development 
and management company in our chosen 
markets, offering exceptional products and 
services to our customers.  
To experience the thrill of creating 
comfortable living and work 
environment for our customers. 
A3-15 Case 15: GB(AB) 
(FacMgr) 
Not stated  Not stated  
A3-16  
Case 16: CHE(A) 
(FacMgr) 
Our vision is to be recognised and admired 
by the industry and the communities in which 
we operate as world-class in safety, health, 
environment, reliability and efficiency. 
Our mission is to build organisational 
capability to drive-world-class 
operational excellent performance 
throughout Nigeria Mid-Africa. 
A3-17 Case 17: EC(B) 
(FacMgr) 
Not stated  Not stated  
A3-18 Case 18: DH(B) 
(FacMgr) 
Not stated  Not stated  
A3-19  
Case 19: MA(B) 
(FacMgr) 
To have everybody given the same treatment 
and to carry everybody along and to always 
see that the users are always satisfied. 
To provide a comfortable 
accommodation and a conducive 
environment.  
A3-20 Case 20: CB(B) 
(FacMgr) 
To provide a comfortable housing/ shelter 
their customer and staff. 
To move the staffs close to their 
working place in order to reduce cost of 
shelter/housing. 
 
Table 5.12: Summary of Table 11 on Vision and Mission Statements of Housing 
Estates 
Have both vision and mission statements: Codes A3-1, A3-2, A3-4, A3-5, A3-6, A3-8, A3-9, A3-
10, A3-12, A3-14, A3-16, A3-19 & A3-20 
13 65% 
Has only mission statement: Code A3-7 1 5% 
No vision and mission statement: Codes A3-11, A3-7, A3-13, A3-15, A3-17 & A3-18 6 30% 
Totals 20 100% 
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As shown in Tables 5.11 and 5.12, 70% of the housing estates surveyed had a 
vision and/or mission statements; while, the remaining 30% appeared not to have 
any. Amongst those which had statements, few employees appeared to understand 
them and know what they really meant.  
 
Memos: The key facts that emerged from Table 5.11 are as follows:     
1) Vision: The facts are: 
i)  To deliver quality housing estate; exceptional services; the provision of 
innovative FM solutions that preserve the quality of client‘s assets; 
enhance their returns on investment, add value to their brand and 
improve their overall business performance. 
ii) Commitment to customer satisfaction, exceptional service and 
continuous improvement, the best housing estate by providing quality 
infrastructures for the conveniences of the users and ensuring security of 
life; 
iii) Provision of a world-class, reliable and effective service in safety, healthy  
environment.  
iv) To have everybody given the same treatment and to carry everybody 
along and to always see that the users are always satisfied. 
 
2) Mission: Regarding, ‗mission‘, the following facts emerged: 
i) To create comfortable living and work environment for residents and FM 
teams respctively. 
ii) To create success through commitment and dedication to service 
excellence, people development, and continuous business 
improvement... 
iii) To maintain and improve the quality of every infrastructure in housing 
estates, thereby improving the comfortability of the residents. 
iv) To professionally develop and manage infrastructures of distinction for 
the total satisfaction of its valued clients and maximum returns to its 
stakeholders. 
v) To proactively and aggressively plans, maintains, operates and manages 
all Company owned and leased properties in a safe, accessible and 
effective manner.  
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vi) To build organisational capability to drive-world-class excellent 
operational performance throughout Nigeria and Africa. 
 
Items (1) and (2) above were further analysed in Table 6.3 (thematic analysis). 
5.4.2  Goals and objectives  
Table 5.13 contains the FM goals and objectives to achieve the vision and mission of 
the housing estates as provided by the 26 Facilities Managers surveyed. This 
information was obtained orally, but mostly from the housing estates‘ brochures and 
residents handbooks. The responses were not delineated on the basis of the 
respective housing estates.  
 
Table 5.13: Cumulative FM goals and objectives in the 20 housing estates 
surveyed 
Codes Goals and Objectives of housing estates  
A3–21 To cultivate residents‘ trust by understanding, anticipating and responding effectively to their needs. 
A3–22 To unambiguously define service levels agreements in a financially sustainable manner. 
A3–23 That suppliers and/or service providers become more ‗customer‘ focused and provide quality housing 
and functional infrastructures and FM services that matches the needs of every resident to such a 
degree that value for money is achieved through cost-effective procurement processes. 
A3–24 That service is rendered promptly, and is efficiently and effectively connected to all stakeholders and 
geared towards achieving higher levels of residents‘ satisfaction and infrastructures‘ improvements. 
A3–25 To develop a strong service culture that is efficient and reliable. 
A3–26 To verify capacity, align resources to accomplish process requirements and the establishment of 
measurement criteria for each process. 
A3–27 To improve the ability of Facilities Managers and their respective team members in other to create and 
sustain a healthy housing environment.  
A3–28 To increase the importance placed on effective team work, understanding of what it requires and 
strengthen the skills and commitment of every employee to positively contribute to the organisation‘s 
business objectives.  
A3–29 To address a number of outstanding issues that may have a negative effect on FM teams‘ morale 
through regular, constructive meetings, thereby strengthen opportunities for professional development.  
A3–30 To put systems, skills and supports in place that will enable the FM team to do good work geared 
towards continuous excellence in service delivery.  
A3–31 To provide comprehensive and integrated FM by ensuring that the assets used for the delivery of 
services are safe and in conformity with applicable regulations consistent with assessment of risk and 
the available resources 
A3–32 To be good stewards of the housing estates and to provide a conducive, safe and sustainable 
environment for residents and visitors. 
A3–33 To provide a secured, well-maintained and aesthetically satisfying living environment that will be the 
pride of every resident. 
A3–34 To provide such complimentary infrastructures that would ensure a healthy and safe environment for 
the residents.  
A3–35 To enhance community and social integration through provision of infrastructures like recreational 
parks, club houses and other ‗community facilities‘ (e.g. shopping centres, roads, water system, 
electricity, etc.) in a cost effective manner. 
A3–36 To enhance security and safety of residents through effective policy implementation of the housing 
estate and by contracting reputable, professionals, well equipped and competent security companies. 
A3–37 To ensure that materials, people and time are effectively deployed, and at the same time, waste is 
minimised or totally eliminated. 
A3–38 To manage an accurate and useful information and record system. 
A3–39 The creation of infrastructure policy that expresses corporate values such as trust, appreciation, safety, 
environmental protection, cooperation/team work and respect among others. 
A3–40 The formulation of goals, implementable policies and action plans that will ensure continuous and 
efficient service delivery and high quality infrastructures‘ performance. 
A3–41 To regularly conduct survey to determine if FM services rendered, safety and environmental services 
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meet residents‘ needs. 
A3–42 To utilise survey information to drive changes in workforce deployment, resource allocation, and to 
maintain set standards. 
A3–43 To enhance lines of communications with residents.  
A3–44 Have residents collaborate with the FM team to ensure effective service delivery in line with service 
level agreements. 
A3–45 To develop and maintain the housing estate Master Plan in a way that meets the requirements of the 
residents, and at the same time, balancing quality and cost. 
A3–46 To identify service requirements which are consistent with the service level agreement. 
A3–47 To ensure that identified services are cost effective and consistent with legal and regulatory 
requirements 
A3–48 To agree on the service level agreement and requirements with stakeholders, especially the residents 
A3–49 To establish with clients how infrastructures and services will be monitored/audited and appraised 
A3–50 To agree with clients how issues and problems in relation to infrastructures and services will be 
handled. 
A3–51 To evaluate, on regular basis, if infrastructures and services are meeting original requirements through 
periodic infrastructures audit  
A3–52 To inspect the condition of the entire housing estate and make recommendations on maintenance 
and/or any related improvements or upgrading that may be required. 
A3–53 To identify potential dangers (risks) that may likely impinge on the health and safety of residents, the 
FM team and visitors to the housing estate and take immediate remedial action 
A3–54 To maintain accurate, complete and up-to-date records of the outcomes of monitoring and 
inspections/audit.  
A3–55 To monitor the use of infrastructures at intervals and identify reasons for changes in usage and/or 
infrastructures failures. 
A3–56 To take appropriate action to conserve utilities and encourage other stakeholders in the housing estate 
to do so 
A3–57 To make implementable policies for improvements in the in the use of the housing estate‘s 
infrastructures and services. 
A3–58 To define the nature of information that is needed by the stakeholders and to appropriately disseminate 
such information to them at the right time in the right manner. 
A3–59 To develop and maintain lines of communication and reporting strategies and programs  
A3–60 To promote effective relationships, by improving communication among all the stakeholders in the 
housing estate. 
A3–61 To raise residents awareness and expectations through the provision of information on good practice to 
owners and residents, and by promoting better consultation with residents including their engagements 
infrastructures‘ maintenance and FM service provisions in line with the service level agreement (SLA). 
 
Table 5.13 contains the cumulative FM goals and objectives in the 20 housing 
estates that were surveyed. In the Table, four distinct areas are identifiable; these 
are FM goals and/or objectives towards:  
i) meeting housing estate owners expectations in service delivery to residents 
and other stakeholders and also ensuring the implementation of the ‗service 
level agreement‘. 
ii) Issues that bother on the FM team including other ancillary staff awareness of 
their expectations in effective service delivery, commitment and 
engagements.   
iii) meeting the expectations of residents of the housing estates so that they can 
have ‗value for money‘, residents satisfaction and assurance of safety.  
216 
 
iv) assurance of regular communication with all the stakeholders especially the 
residents using appropriate mediums and/or line of communication. It is a goal 
too to cultivate harmonious relationship between residents and the FM team. 
  
Comment: The goals and objectives of these housing estates was further analysed 
(thematic analysis) and certain trends emerged therefrom (Table 6.3). 
 
5.5  Roles of FM Departments in Housing Estates 
5.5.1  The Strategic Roles of FM Departments 
With regards to the realisation of the mission, vision and goals of housing estates, 
Table 5.14 presents the strategic roles of FM departments/units in the housing 
estates. 
Table 5.14: The strategic roles of the FM Departments  
Codes  FM strategic roles in housing estates  Number of 
Respondents  
% 
A4-1 Reduce waste to a minimum and thereby maximise profit. 20 76.92% 
A4-2 The formulation, revision and communication of facilities policy whenever 
it is deemed necessary. 
15 
 
57.69% 
A4-3 The identification of facilities needs and user (residents) requirements. 14 53.85% 
A4-4 Have a clear vision and understanding of long-term strategy rather than a 
short-term focus on tactics. 
14 
 
53.85% 
A4-5 Proper education of the facilities management team about all manner of 
standards and procedures in every aspect of the housing estate.  
14 
 
53.85% 
A4-6 Apart from mission and vision, other components of the strategic plan of 
housing estates include corporate values, strategic themes, the desired 
goals to be achieved, initiatives and appropriate action plans and these 
components are properly defined for the purpose of clarity. 
14 
 
53.85% 
A4-7 The planning and designing for continuous improvement of service 
quality. 
13 50% 
A4-8 Develop, manage and continually refine the facilities standards inclusive 
of building, space, policy, process and procedural standards. 
10 
 
38.46% 
 
The low response rate from Facilities Managers as shown in Table 5.14 could be 
attributed to minimal roles being played at the strategic level of FM. Except for waste 
reduction, (A4-1) of this Table, that is 77%, the level of participation is less than 60%.  
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5.5.2  The Tactical Roles of FM Departments 
Table 5.15: The tactical roles of the FM Departments  
Codes FM tactical roles in housing estates  Number of 
Respondents 
% 
A4-9 Wastes management programmes – solid & sewage  25 96.15% 
A4-10 Housing environment management to desired standards 25 96.15% 
A4-11 Routine inspections and maintenance of infrastructures  24 92.31% 
A4-12 Identification of problems likely to affect the safety and use of the 
premises and take immediate remedial action. 
24 92.31% 
A4-13 Agreement on the service level and requirements with the relevant 
stakeholder.  
24 92.31% 
A4-14 Agreement with clients how issues and problems in relation to 
infrastructure maintenance and service provisions will be handled.  
24 92.31% 
A4-15 Reports and records management.  24 92.31% 
A4-16 The maintenance of accurate, complete and up-to-date records of the 
outcomes of monitoring and inspections.  
22 84.62% 
A4-17 Make recommendations for improvements in the in the use of housing 
estate infrastructures 
22 84.62% 
A4-18 Security management 22 84.62% 
A4-19 Preparation of annual maintenance budget. 22 84.62% 
A4-20 Establish with clients how facilities and services will be monitored and 
evaluated/appraised. 
22 84.62% 
A4-21 Inspect the condition of premises and make appropriate 
recommendations on maintenance and improvements. 
20 76.92% 
A4-22 Monitor the use of infrastructures at intervals and identify reasons for 
changes in usage and/or breakdown. 
20 76.92% 
A4-23 Routine inspections and maintenance of buildings.   20 76.92% 
A4-24 Helpdesk and janitorial services. 20 76.92% 
A4-25 Identification of requirements which are consistent with the client‘s 
policies, objectives and constraints. 
20 76.92% 
A4-26 Running a maintenance information system.    20 76.92% 
A4-27 Continuous monitoring and the implementation of strategic and 
operational plans on on-going basis. 
20 
 
76.92% 
A4-28 Supervision of maintenance works.   20 76.92% 
A4-29 Ensure identified services are cost effective and consistent with legal 
and regulatory requirements. 
20 76.92% 
A4-30 Regulatory and statutory compliance – to proactively monitor and 
manage 
18 69.32% 
A4-31 Health & safety programmes 18 69.32% 
A4-32 Ensuring that the divergent processes, procedures, and standards 
present in the housing estate complement rather than interfere with 
one another.  
18 69.32% 
A4-33 Contract administration and maintenance works supervision.  17 65.38% 
A4-34 Fire fighting and detection systems. 16 61.54% 
A4-35 Cost control (including budgeting, life cycle costing). 15 57.69% 
A4-36 Regular evaluation of infrastructures and services to ascertain if they 
meet the original requirements and identify area of needs in order to 
offer additional services to residents.  
15 57.69% 
A4-37 Comprehensive assessment of infrastructures‘ needs. 15 57.69% 
A4-38 Asset tracking, inventories and the periodic evaluations of the state of 
infrastructures 
15 57.69% 
A4-39 Lease administration. 15 57.69% 
A4-40 The systematic service appraisal on periodic basis with emphasis on 
quality and standard of facilities, value enhancement and the attendant 
risk – all these in consonant with the agreed service level agreement. 
15 
 
57.69% 
A4-41 Making the planning documents understandable to the FM teams, 
service providers, residents and other stakeholders and these properly 
communicated to them. 
15 
 
57.69% 
A4-42 Maintenance: Preventive and operational maintenance programmes 14 53.85% 
A4-43 Property portfolio management 14 53.85% 
A4-44 The creation of effective and workable service partnerships among the 
various stakeholders. 
13 
 
50% 
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A4-45 Real estate - acquisition and disposal of buildings.  13 50% 
A4-46 Ensuring that the housing estate receives the most it can for its facility-
related expenditures. This is often done through standardisation of 
organisation‘s needs so that high-volume purchases of necessary 
spare parts can be made.  
12 
 
46.15% 
A4-47 Provision and maintenance of workshop services (notably plumbing, 
electrical, emergency/service and carpentry).  
12 46.15% 
A4-48 Develop, implement and manage a capability comprising technical 
expertise, methodologies, computerised systems and data that 
enables decision making on performance of buildings and services, 
extent of properties and use thereof. 
11 
 
42.31% 
A4-49 The negotiation of service level agreements between the various 
stakeholders, especially Service Providers (Contractors) and 
Residents. 
10 38.46% 
A4-50 Space planning and management.  10 38.46% 
A4-51 Building performance evaluation   8 30.77% 
A4-52 Long-term planning: infrastructure evaluations 7 24.14% 
A4-53 Occupational health and safety (for FM staff) 5 19.23% 
A4-54 Procurements and negotiation – optimum value with required technical 
competencies 
5 19.23% 
A4-55 Post-occupancy evaluation; the data obtained aimed at improving 
future projects 
4 15.38% 
A4-56 Project planning, implementation and control 3 11.54% 
 
Table 5.15 shows that Facilities Managers are more actively involved at the tactical 
level of FM than at the strategic level of FM. However, their involvement in the 
following areas was observed to be low – all below 40%:  
a) A4-51 - Building performance evaluation (30.77%); 
b) A4-52 - Long-term planning: infrastructure evaluations (24.14%); 
c) A4-53 - Occupational health and safety (19.23%); 
d) A4-54 - Procurements and negotiation – optimum value with required 
technical competencies (19.23%); 
e) A4-55 - Post-occupancy evaluation; the data obtained aimed at improving 
future projects (15.38%); and 
f) A4-56 - Project planning, implementation and control (11.54%).     
  
219 
 
5.5.3  The Operational Roles of FM Departments  
Table 5.16: Operational Roles of FM Departments                                       
Codes  Functions of FM teams  Number of 
Respondents 
% 
A4-57 General cleaning  24 92.31% 
A4-58 General security  24 92.31% 
A4-59 Fumigation & pest control  23 88.46% 
A4-60 Environmental management  22 88.46% 
A4-61 General repairs to buildings  in common usage 22 88.46% 
A4-62 Solid waste collection and disposal  22 88.46% 
A4-63 Cleaning of common parts  21 80.77% 
A4-64 Helpdesk services  20 76.92% 
A4-65 Building maintenance  20 76.92% 
A4-66 Residents issues & complaints  20 76.92% 
A4-67 Streetlights maintenance 19 73.07% 
A4-68 Roads maintenance  18 69.32% 
A4-69 Electric power generator maintenance 18 69.32% 
A4-70 Sewage treatment & disposal 18 69.32% 
A4-71 Landscaping services 17 65.38% 
A4-72 Water supply & borehole maintenance 16 61.54% 
A4-73 Fire prevention & safety  15 61.54% 
A4-74 Security & video surveillance/patrols 15 57.69% 
A4-75 Septic tank/cesspools dislodgment  15 57.69% 
A4-76 Painting & decoration (fence walls and buildings) 14 53.85% 
A4-77 Caretaker/porter & monitoring operations  13 50.00% 
A4-78 Graffiti removal & prevention 13 50.00% 
A4-79 Lease management 13 50.00% 
A4-80 Health & safety  12 46.15% 
A4-81 Janitorial services 11 42.31% 
A4-82 Maintenance of central swimming pool  11 42.31% 
A4-83 First aid services 10 38.46% 
A4-84 Gym and health club support services 9 34.62% 
A4-85 Mailroom / mail service 8 30.77% 
A4-86 Messenger services 7 24.14% 
A4-87 Courier services  6 23.08% 
A4-88 Crèche centre management 5 19.23% 
A4-89 Elevator maintenance service 5 19.23% 
A4-90 Porterage (i.e. guarding gate entrances)  5 19.23% 
A4-91 Bus shuttle  services 4 15.38% 
A4-92 Housekeeping services 4 15.38% 
A4-93 Medical facilities (hospitals, clinics, etc.,) 4 15.38% 
A4-94 Laundry services 3 11.54% 
A4-95 Washroom/lavatory services 3 11.54% 
A4-96 Catering and hospitality services 1 3.85% 
 
a) Cumulatively, the frequency distribution of FM functions as indicated by Facilities 
Managers is contained in Table 5.16. The descriptive statistics shows the ranking 
from the most common FM functions/services to the least common functions/services 
rendered - a total of 39 different functions. 
 
b) As shown in the Table 5.16, FM functions coded A4-57 to 73 were mentioned, at 
least, by 13 (representing 50%) of the 26 Facilities Managers. Of these, general 
sanitation/cleaning of the environment topped the list of functions (92.31%), while 
catering and hospitality services came at the rear (3.85% - A4-96).  
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5.6  FACILITIES MANAGEMENT PRACTICE IN HOUSING ESTATES 
5.6.1  FM Procurement Methods in Housing Estates 
This section is on the identification of FM procurement methods and policies adopted 
in the management of the housing estates. 
 
Table 5.17: FM Procurement Methods 
Codes  FM Procurement Methods Number of Respondents  % 
A5-1 In-house FM service provider (directly employed by 
the organisation for which you provide services) 
20 77% 
A5-2 Facilities Management Consultants 4 15% 
A5-3 Multi-service companies (i.e. external FM 
companies to provide FM services) 
2 8% 
Total 26 100.0 
 
The Table 5.17 shows that 77% of the 26 Facilities Manager surveyed indicated that 
FM services were rendered by the in-house team; 15% used FM Consultants; whilst 
eight percent made use of multi-service FM companies. 
 
5.6.2  Infrastructures Provision and Maintenance in Housing Estates 
Table 5.18: Provision and maintenance of infrastructures and services 
Codes Infrastructures and 
services in the 
housing estate 
Frequencies of Respondents & Percentages 
Facilities 
provided by 
housing 
estates’ owners 
and maintained 
in-house 
Out-sourced 
to Service 
providers / 
contractors 
Facilities 
provided and 
maintained 
by  
government 
agency 
Other service 
delivery options 
(please specify) 
There is no 
arrangement 
in place 
A5-4 Buildings other 
than FM office 
26 (100%)     
A5-5 FM office and other 
ancillary buildings 
20 (76.92%) 4 (15.38%)    
A5-6 Road network and 
drainage facilities 
20 (76.92%) 1 (3.85%) 2 (7.70%)   
A5-7 Residential 
buildings 
20 (76.92%)  4 (15.38%)   
A5-8 Boreholes and 
water related 
equipment 
18 (69.23%) 5 (19.23%) 2 (7.70%)   
A5-9 General electricity 
supply (PHCN) 
  25 (96.15%)   
A5-10 Streetlights 20 (76.92%) 2 (7.7%) 1 (3.85%)  2 (7.7%) 
A5-11 Waste / refuse sites   21 (84.0%) 4 (15.40%)    
A5-12 Communication 
facilities 
 5 (19.25%) 20 
(76.92%) 
   
A5-13 Sewage treatment 
plants 
11 (42.35%) 8 (30.8%) 3 (11.55%)   
A5-14 Security gadgets 8 (30.8%) 15 
(57.75%) 
2 (7.7%)   
A5-15 Pipe borne water 
and installations 
15 (57.75%) 2 (7.7%) 4 (15.40%)   
A5-16 Electric power 
generators and 
other related 
equipment 
7 (26.95%) 12 
(46.20%) 
2 (7.7%) 3 (11.55%) 
(Residents could 
provide this for 
their own use 
 
221 
 
where allowed) 
A5-17 Fire hydrant/fire 
alarm system in the 
houses 
3 (11.55%) 2 (7.7%)  16 (61.60%) 
(optional for 
residents) 
3 (11.55%) 
A5-18 Recreational 
facilities including 
sporting facilities 
20 (76.92%) 3 (11.55%) 2 (7.7%)   
A5-19 Social / event 
centres 
15 (57.75%) 2 (7.70%) 3 (11.55%)  3 (11.55%) 
A5-20 Educational 
facilities 
5 (19.25%)   16 (61.60%) 
(privately 
provided) 
4 (15.40%) 
A5-21 Market / shopping 
centre / corner 
shops 
2 (7.70%)  3 (11.55%) 9 (50.0%) (local 
markets are 
sited nearby) 
4 (15.40%) 
A5-22 Swimming pool 8 (30.80%) 10 
(38.50%) 
  3 (11.55%) 
A5-23 Medical facilities 
(hospitals and 
clinics) 
 5 (19.25%)  12 (46.20%) 
(privately owned 
5 (19.25%) 
A5-24 Gym and health 
club  
2 (7.70%) 7 (26.95%)  9 (34.65%) 
(privately 
provided & 
commercialised) 
5 (19.25%) 
A5-25 Fire service station   8 (30.77%)    14(53.90%) 
 
As shown in Table 5.18, of the 22 different infrastructures available in the 20 housing 
estates surveyed, the following infrastructures are mainly provided by housing 
estates owners:        
i)    Buildings other than FM office - 26 (100%) 
ii)   FM office and other ancillary buildings - 20 (76.92%) 
iii)   Road network and drainage facilities - 20 (76.92%) 
iv)  Residential buildings - 20 (76.92%) 
v)   Boreholes and water related equipment - 18 (69.30%) 
vi)   Streetlights - 20 (76.92%) 
vii) Waste / refuse sites – 21 (80.85%) 
viii) Recreational facilities including sporting facilities - 20 (76.92%) 
ix) Pipe borne water and installations - 15 (57.75%) 
x) Social / event centres - 15 (57.75%) 
xi) Swimming pool - 8 (30.77%) 
xii) Fire station 8 (30.77%) 
 
On the part of service providers / contractors, the following infrastructures constitute 
the main ones that are provided by them: 
i) Communication facilities - 20 (76.92%) 
ii) Security gadgets - 15 (57.75%) 
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iii) Electric power generators and other related equipment - 12 (46.20%) 
iv) Swimming pool - 10 (38.46%) 
 
The only infrastructure mainly provided by government is: 
i) General electricity supply through Power Holding Company of Nigeria 
(PHCN) - 26 (100%) 
 
Services mainly provided by residents and/or private individuals include: 
i) Fire hydrant/fire alarm system in the houses - 16 (61.60%) (optional for 
residents). 
ii) Educational facilities - 16 (61.60%)  
iii)  Medical facilities (hospitals and clinics) - 12 (46.20%)  
           iv)  Market / shopping centre / corner shops - 9 (34.65%) 
            v) Gym and health club - 9 (34.65%)  
 
5.7  FACILITIES MANAGEMENT PROCESS 
The section examines the FM processes including maintenance policies and 
operational procedures. This is to find out their effectiveness and the impact these 
policies must have made to the operational state or condition of the various housing 
estates vis-à-vis the quality of life of the residents in these housing estates. This will 
enable an objective assessment be made of the ‗value added‘ (if any), which FM 
must have brought to bear in the housing sector. 
5.7.1 Performance Measurement of Facilities Management in Housing Estates   
Table 5.19: Performance measurement tools of FM  
Codes  Performance measurement tools Number of Respondents % 
A5-26 User satisfaction surveys 13  50% 
A5-27 Building Performance Evaluation 9  34.62% 
A5-28 Post Occupancy Evaluation  6  23.08% 
A5-29 Benchmark  5  19.23% 
A5-30 Key performance index 1  3.85% 
A5-31 Statistical Quality Control 1  3.85% 
A5-32 Balance Scorecard -  
A5-33 Range of Measures -  
 
Table 5.19 indicates that the following performance evaluations tools are fairly used 
in some housing estates  
 User satisfaction survey (50%) 
 Building Performance Evaluation (34.62%) 
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While other tools, such as benchmark, key performance index and statistical quality 
control, among others, are seldom used. None of the respondents used the 
Balanced Scorecard tool in measuring performance. 
  
5.7.2  Facilities Audit and Monitoring in Housing Estates  
Facilities audit is described as ―an independent review of the efficiency and 
effectiveness of the process of providing and operating facilities, together with cost, 
performance levels, space use management structures and systems‖ (Bernard Williams, 
1994). The question was directed at the Facilities Managers‘ seeking to know if facilities 
audits were undertaken in their housing estates (Table 5.20).  
 
Table 5.20: Reasons for facilities audit 
Codes  Reasons for facilities audit  Number of 
Respondents 
% 
A5-34 To identify problems likely to affect the safety and use of the housing estate and 
take immediate remedial action 
18 69.23 
A5-35 To inspect the condition of the entire housing estate and make appropriate 
recommendations on maintenance and improvements 
16 61.54 
A5-36 Monitor all aspects of infrastructures maintenance need and upkeep so that the 
housing estate can operate at highest capacity.  
16 
 
61.54 
A5-37 To carry out asset tracking, inventories and the periodic evaluations of the state 
of infrastructures generally 
15 57.69 
A5-38 To ensure that services are cost effective and consistent with legal and statutory 
requirements 
14 53.85 
A5-39 Periodic monitoring the use of infrastructures in order to ensure that they remain 
functional, safe and serviceable for continiued usage 
14 53.85 
A5-40 To identify and infuse those requirements which are consistent with the 
developers/owners vision, mission and investment goals 
13 50 
A5-41 The documentation and the evaluation of the process, the strategic plan vis-à-
vis the desired outcomes. 
13 
 
50 
A5-42 To inculcate cost control measures into infrastructures maintenance (including 
budgeting, life cycle costing) 
12 46.15 
A5-43 To maintain accurate and up-to-date records of the outcomes of monitoring and 
inspections  
12 46.15 
A5-44 To make workable recommendations for improvements in the in the use of the 
estate infrastructures 
12 46.15 
A5-45 To appraise the role of FM in achieving the housing estate set standard 12 46.15 
A5-46 the regular evaluation of infrastructures and services to ascertain if they meet 
the original requirements efficiently 
12 46.15 
A5-47 To carry out comprehensive inspection survey of the entire housing estate to 
identify deficiencies and recommend proactive action that will prevent ontoward 
consequences in the immediate future 
11 42.31 
A5-48 To develop and refine maintenance schedule and progammes 11 42.31 
A5-49 To develop recommendations for corrective action 11 42.31 
A5-50 To enable long-term planning through constant appraisal of infrastructure needs 
and/or evaluation 
11 42.31 
A5-51 To carry out building performance evaluation   11 42.31 
A5-52 To make budget recommendations on the financial implication of pending works 9 34.62 
A5-53 To enable the deployment of lifecycle and other financial analysis tools to 
determine the best course of action to correct observed deficiencies 
8 30.77 
A5-54 To carry out comprehensive assessment of facility needs, identify and evaluate 
alternatives 
8 30.77 
A5-55 To carry out post occupancy evaluation; the data obtained aimed at improving 
future projects 
7 
 
26.92 
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Table 5.20 highlighted the following as high on the list of reasons for undertaking 
facilities audits in the housing estates:  
 Problem identification on safety and use of the housing estate and taking 
remedial action - 69.23% (code A5-34) 
 Stock condition surveys and to make appropriate recommendations on 
maintenance and improvements - 61.54% (code A5-35); and  
 Asset tracking, inventories and the periodic evaluations of the facilities - 61.54% 
(code A5-36). 
 
However, the following were the least popular reasons for facilities audits: 
 Deployment of lifecycle and other financial analysis tools - 30.77% (code A5-53); 
 Comprehensive assessment of facility needs, identify and evaluate alternatives - 
30.77% (code A5-54); and 
 Post occupancy evaluation (POE); the data obtained aimed at improving future 
projects - 26.92% (code A5-55). This result is similar to the results for use of 
POE in Table 5.19. 
 
It is noteworthy that: a) facilities audits were conducted in a limited number of the 
housing estates, notably, the profit-based ones (public and private) (Table 5.20); and 
b) 50% of respondents felt that the purpose of the audit report was for storage and 
retrieval (Table 5.21). The latter should be taken with the higher responses for 
planning, decision making and presentation to senior management (Table 5.21). 
Table 5.21: Purposes of audit report 
Codes  Purposes of audit report Number of Respondents % 
A5-56 Planning purposes 21 80.77 
A5-57 Taking decision and/or problem solving 21 80.77 
A5-58 Presentation to upper management 18 69.23 
A5-59 Storage/retrieval 13 50.00 
A5-60 Giving instruction 11 42.31 
A5-61 Knowledge/comparison 8 30.77 
A5-62 Staff digest 6 23.08 
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5.7.3  Information Dissemination 
Table 5.22: Assessment of information dissemination to members of  FM 
teams 
Codes Information and facilities related issues Number of 
Respondents 
% 
A5-63 Availability of contact lists for FM department key team 
members and service providers  
20  76.92% 
A5-64 Availability of organisational chart for the housing estate 19 73.08% 
A5-65 Availability of job descriptions for all categories of staff in the 
FM department 
19  73.08% 
A5-66 Availability of appropriate financial records  18 69.23% 
A5-67 Availability of FM procedures  18 69.23% 
A5-68 Availability of building drawings to establish where people, 
equipment and resources are located  
13  50.00% 
A5-69 The existence of records in written form 13  50.00% 
A5-70 Availability of an effective emergency, evacuation and 
disaster recovery plans  
10  38.46% 
A5-71 Availability of facilities maintenance budgets for current and 
previous years  
9 34.62% 
A5-72 Availability of contracts in place for key facilities installations 
and critical building components with major vendors  
9  
 
34.62% 
A5-73 Availability of calendar of events 7  26.92% 
 
A more worrying statistic is the fact that only 50% of respondents (A5-69 in Table 
5.22) have facilities records in written form. Table 5.22 revealed more housing 
estates had key contact lists (A5-63), organisational charts ( A5-64), job descriptions  
(A5-65), financial records  (A5-66) and procedures in place (code A5-67), than 
facilities records. This would suggest that the majority of written records are financial 
in nature. 
 
5.8  THE FUNCTIONALITY OF THE INFRASTRUCTURES IN HOUSING ESTATES 
5.8.1 Functionality of infrastructures 
In the 20 housing estates, both Facilties Managers and residents were separately 
asked to rate the ‗functionality of infrastructures‘ on a 5-item Likert scale as follows: 
(5)-VF = Very Functional; (4)-F = Functional; (3)-F= Not Functional; (2)-O = Obsolete; 
(1)-DFR = Due For Replacement; and   (0)-FNA = Facility Not Available.  
 
Table 5.23 revealed the separate views of Facilities Managers and that of the 
residents on the same issues. For instance, where the Facilities Managers claimed 
they are performing up to expectation and that they are delivering on functioning 
infrastructure, the end-users would need to corroborate, if actually, the Facilities 
Managers are truthful. This way, the true position of the situation will be laid bare. 
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Close examination of Table 5.23 revealed situations that were close to reality. For 
example, the position of the Facilities Managers and that of the residents tallied as 
regards ‗road network and drainage facilities‘ (AB6-3); ‗communication facilities‘ 
(AB6-8); ‗sewage treatment plants‘ (code AB6-9); ‗electric power generators and 
other related equipment‘; ‗Educational facilities (AB6-16); and (AB6-12); Fire station 
(AB6-21). There other instances where their views were close to being tallied. This 
result is an indication that both parties objectively assessed their situations. Similarly, 
Tables 5.24, 5.25 and 5.28 were aimed at obtaining the comparative views of these 
key stakeholders of FM in housing.             
Table 5.23: Comparative views of Facilities Managers’ and Residents on the 
functionality of the infrastructures  
Codes  List of available 
infrastructures 
Facilities Managers view  Residents view 
Number of 
Respondents Mean 
Ranking Number of 
Respondents Mean 
Ranking 
AB6-1 Buildings in general use 
other than the FM office 
17 
 
4.6400 
 
1 
 
970 
 
4.4082 
 
4 
AB6-2 FM office and other 
ancillary buildings 
20 
4.6250 2 967 4.2668 7 
AB6-3 Road network and 
drainage facilities 
19 
4.4348 3 967 4.4343 3 
AB6-4 Residential buildings 21 4.4167 4 964 4.5010 1 
AB6-5 Boreholes and water 
related equipment 
19 
4.2800 5 967 4.1593 10 
AB6-6 Street lights 20 4.1739 6 963 4.3873 5 
AB6-7 Refuse sites/containers   19 4.1200 7 963 4.4600 2 
AB6-8 Communication 
facilities   
17 
4.0400 8 971 4.2585 8 
AB6-9 Sewage treatment 
plants   
17 
4.0000 9 961 4.2497 9 
AB6-10 Security gadgets   17 3.8400 10 958 3.6545 14 
AB6-11 Pipe borne water and 
installations 
19 
3.7143 11 963 3.5483 15 
AB6-12 Electric power 
generators and other 
related equipment 
16 
3.6250 12 969 3.8369 12 
AB6-13 Fire hydrant/fire alarm 
system in the houses 
20 
3.4583 13 967 3.8873 11 
AB6-14 Recreational/sporting 
facilities 
20 
2.6522 14 967 3.8211 13 
AB6-15 Social/event centres 20 2.4545 15 956 4.3264 20 
AB6-16 Educational facilities 19 2.0435 16 962 4.3243 16 
AB6-17 Shopping 
centres/market 
14 
1.7273 17 960 2.5323 19 
AB6-18 Swimming pool 17 1.7143 18 965 2.1223 6 
AB6-19 Medical facilities 
(hospitals, clinics, etc.) 
19 
1.2727 19 963 2.7954 18 
AB6-20 Gym and health club 16 1.2609 20 964 1.0539 17 
AB6-21 Fire station   18 1.0455 21 964 1.2687 21 
 
From the Tables 5.23, the descriptive statistics shows the arrangement of the 
available infrastructures from the most functional to the least functional from the 
Facilities Managers perspectives.  
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Table 5.24: Comparative views of Facilities Managers and Residents on the 
functionality of the infrastructures  
Facilities Managers’ responses Residents’ responses 
Codes  List of infrastructures Ranking Codes  List of infrastructures Ranking 
AB6-1 Buildings in general use other 
than the FM office 
1 AB6-4 Residential buildings 1 
AB6-2 FM office and other ancillary 
buildings 
2 AB6-7 Refuse sites/containers   2 
AB6-3 Road network and drainage 
facilities 
3 AB6-3 Road network and drainage 
facilities 
3 
AB6-4 Residential buildings 4 AB6-1 Buildings in general use other 
than the FM office 
4 
AB6-5 Boreholes and water related 
equipment 
5 AB6-6 Streetlights 5 
AB6-6 Streetlights 6 AB6-2 FM office and other ancillary 
buildings 
7 
AB6-7 Refuse sites/containers   7 AB6-8 Communication facilities   8 
AB6-8 Communication facilities   8 AB6-9 Sewage treatment plants   9 
AB6-9 Sewage treatment plants   9 AB6-5 Boreholes and water related 
equipment 
10 
AB6-10 Security gadgets   10 AB6-13 Fire hydrant/fire alarm system 
in the houses 
11 
AB6-11 Pipe borne water and 
installations 
11 AB6-12 Electric power generators and 
other related equipment 
12 
AB6-12 Electric power generators and 
other related equipment 
12 AB6-14 Recreational/sporting facilities 13 
AB6-13 Fire hydrant/fire alarm system 
in the houses 
13 AB6-10 Security gadgets   14 
AB6-14 Recreational/sporting facilities 14 AB6-11 Pipe borne water and 
installations 
15 
AB6-15 Social/event centres 15 AB6-16 Educational facilities 16 
AB6-16 Educational facilities 16 AB6-20 Gym and health club 17 
AB6-17 Shopping centres/market 17 AB6-19 Medical facilities (hospitals, 
clinics, etc.,) 
18 
AB6-18 Swimming pool 18 AB6-17 Shopping centres/market 19 
AB6-19 Medical facilities (hospitals, 
clinics, etc.) 
19 AB6-15 Social/event centres 20 
AB6-20 Gym and health club 20 AB6-18 Swimming pool 21 
AB6-21 Fire station   21 AB6-21 Fire station   21 
 
From the Tables 5.23 and 5.24, the descriptive statistics shows the arrangement of 
the available infrastructures from the most functional to the least functional from both 
Facilities Managers and residents‘ perspectives to show areas of commonality.  
 
From the Facilities Managers‘ perspective, the top 5 most functional infrastructures 
are buildings other than the FM office (AB6-1); FM office and other ancillary buildings 
(AB6-2); road network and drainage facilities (AB6-3); residential buildings (AB6-4); 
and boreholes and water related equipment (AB6-5). Fire service station (AB6-21) 
was considered least functional. Concerning the fire station, the survey revealed that 
this facility is lacking in many of the housing estates, with only a few housing estates 
having it. The implication of this is that, any fire outbreak would prove disastrous, 
due to the unreliability and poor equipment of the Government fire service.     
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From the Residents‘ perspective, the top 5 ranked most functional infrastructures are 
residential buildings (AB6-4); refuse dump sites/refuse containers (AB6-7); road 
network cum drainage facilities (AB6-3); buildings in general use other than FM 
office (AB6-1); and streetlights (AB-6). They both had Fire station in common as the 
least functional. 
 
Analysis of Table 5.23 revealed areas of commonality in the respective choices of 
Facilities Managers and Residents - these are:  
(i) Road network and drainage facilities (see code A6-3); and  
(ii) Fire station (see code A6-21). 
 
Areas of marginal differences in their respective choices are:. 
(i) Communication facilities (see code A6-8);  
(ii) Sewage treatment plants (see code A6-9);   
(iii) Electric power generators / other related equipment (see code A6-12); and 
(iv) Educational facilities (see code A6-16).  
 
This indicates that the available infrastructures were substantially well maintained. 
Furthermore, in the general opinion of Facilities Managers and Residents in Table 
5.23, the available infrastructures are substantially functional. The last five ranked 
infrastructures by residents were not generally provided; these, as indicated in Table 
5.18 were provided by private individuals on commercial basis.  
 
Memo: The survey revealed that the majority of the housing estates had existed for 
over ten years, and there was a need for the management to start thinking of 
refurbishing or updating some of these housing estates, especially, the public ones. 
Some of the installed infrastructures were not very functional, and housing units had 
become outmoded and in need of repairs. The functionality of installed 
infrastructures in the respective housing estates ranged mostly from good to 
excellent. However, many of the housing estates do not presently have fire stations.  
5.8.2 Defects and Reporting System 
Table 5.25 revealed that: 
a) Defects and complaints were mostly received verbally or via the telephone, 
followed by complaints forms and letters. Emails were also used to report 
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defects and repairs;  
b) Majority (64.4% of residents) of repairs were effected immediately or within a 
week.  
Table 5.25: Defects and report system 
Key issues Codes Component parts Facilities Managers  Residents  
Number of 
Respondents 
% Number of 
Respondents 
% 
1) Common 
complaints of 
residents  
AB-22 Infrastructures‘ 
defects 
13 50.00% 679 68.1% 
AB-23 Buildings‘ defects 8 30.77% 460 46.1% 
2) Mode of 
reporting 
building 
defects and 
other 
complaints 
by residents 
AB-24 Reporting verbally to 
the FM team       
20 76.92% 767 76.9% 
AB-25 Telephone call       19 73.08% 701 70.3% 
AB-26 Completing a 
complaints form       
13 50% 493 49.4% 
AB-27 Letter from 
user/occupier  
11 42.31% 254 25.5% 
3) Response 
time scales 
AB-28 Same day, if 
emergency         
17 65.39% 642 64.4% 
AB-29 Within one week           13 50% 438 43.9% 
AB-30 Within a month 2 7.69% 17 1.7% 
AB-31 Within two weeks        1 3.85% 128 12.8% 
AB-32 Within three weeks    1 3.85% 15 1.5% 
 
The frequencies of responses in Table 5.25 show there is concordance in response 
time scale between Facilities Manager and residents with regards to common 
complaints and mode of reporting infrastructures/building defects and other 
complaints by residents. However, residents‘ indicated more delays in attending to 
their complaints.   
 
Comment: There are clearly established modes of reporting defects and/or 
complaints, FM teams‘ response to reports fairly quick, although slight difference of 
opinion in perspectives on timescales. 
 
5.9  THE EFFECTIVENESS OF FM SERVICES IN HOUSING ESTATES  
This section examined the adequacy and the appropriateness of services that were 
being provided from the Facilities Managers point of view. In this regard, they were 
asked to do a self-assessment of the services being provided by them (see Table 
5.26). In the same vein, residents receiving these services were asked the same set 
of questions (see Table 5.27) after which these views were respectively examined; 
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thereafter, these different views were compared in order to discover areas of 
commonality and/or divergence (see Table 5.28)... 
5.9.1  Assessment of the effectiveness of FM services 
In Table 5.26, Facilities Managers did a self-appraisal of their effectiveness in 
providing FM services. 
 
Table 5.26: Effectiveness of FM services (FacMgrs perspective)  
Codes FM services provided  Number of 
Respondents Mean 
Ranking 
A7-1 Security services 17 4.4118 1 
A7-2 Facilities maintenance. 20 4.4000 2 
A7-3 Routine inspection and maintenance of facilities.  19 4.2632 3 
A7-4 Solid waste disposal.  21 4.2381 4 
A7-5 Reports and records management.  19 4.1053 5 
A7-6 Cost control (including budgeting, life cycle costing). 20 4.0500 6 
A7-7 Ensure that all the identified services are cost effective and 
consistent with legal and regulatory requirements. 
19 3.9474 
7 
A7-8 Drainage system surveys and maintenance. 17 3.9412 8 
A7-9 Maintenance of network of roads in the housing estate. 17 3.9412 8 
A7-10 Supervision of maintenance works.   17 3.9412 8 
A7-11 Regular inspection of the condition of premises and make 
appropriate recommendations on maintenance and 
improvements. 
19 3.8947 
11 
A7-12 Contract administration and maintenance works supervision.  16 3.8750 12 
A7-13 Building performance evaluation.   20 3.8500 13 
A7-14 Routine inspection and maintenance of buildings.   20 3.8500 13 
A7-15 External building maintenance. 20 3.8000 15 
A7-16 Regular maintenance of electrical and mechanical equipment.  19 3.7895 16 
A7-17 Waste water treatment.  14 3.7143 16 
A7-18 Support Services – tailored to meet the core corporate 
activities 
17 3.6471 
18 
A7-19 Helpdesk and janitorial services. 19 3.6316 19 
A7-20 The maintenance of accurate, complete and up-to-date 
records of the outcomes of monitoring and inspection.  
16 3.6250 
 
20 
A7-21 Asset tracking, inventories and the periodic evaluations of the 
state of facilities generally). 
18 3.6111 
21 
A7-22 Utilities operation and maintenance.  18 3.6111 21 
A7-23 Comprehensive assessment of facility needs. 18 3.5556 23 
A7-24 Maintenance: Preventive and operational maintenance of all 
building systems 
18 3.5556 
23 
A7-25 Establish with the FM team how facilities and services will be 
monitored and evaluated / appraised. 
18 3.5000 
25 
A7-26 Fire fighting and detection systems. 18 3.5000 25 
A7-27 Property portfolio management. 18 3.5000 25 
A7-28 Running a maintenance information system.    19 3.4737 28 
A7-29 Space planning and management.  17 3.4706 29 
A7-30 Long-term planning: Facilities‘ evaluations 18 3.4444 30 
A7-31 Project Implementation: Planning 20 3.4000 31 
A7-32 Provision and maintenance of workshop services (notably 
plumbing, electrical, emergency/service and carpentry).  
20 3.2500 
32 
A7-33 Procurement and project management. 18 3.1667 33 
A7-34 Preparation of annual maintenance budget. 19 3.1579 34 
A7-35 Occupational health and safety. 20 3.1500 35 
A7-35 Post-occupancy evaluation; the data obtained aimed at 
improving future projects. 
17 3.1176 
36 
A7-36 Program support services. 16 3.0000 37 
A7-37 Lease administration. 18 2.9444 38 
A7-38 Real estate acquisition and disposal of buildings.  18 2.9444 38 
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A7-39 Running maintenance workshops.     15 2.8667 40 
A7-40 Operation and maintenance of recreational centres. 18 2.5000 41 
A7-41 Organising the purchasing and storing of building materials 
and other items.   
18 2.4444 
42 
A7-42 Internal building maintenance. 16 2.2500 43 
 
Table 5.26 indicates that security was rated the most ‗effective‘ service, having an 
average mean of 4.4118; while internal building maintenance function, with an 
average mean  of 2.2500, was considered the least effective. Reasons given were 
that due to the prevailing security challenges pervading Nigeria, security is very often 
regarded as very ‗tight‘. The least attention is paid to internal maintenance by the FM 
team, because every resident is required to maintain the internal space of their 
respective housing units, while the FM team only concerns itself with the external 
part and building structures. The only exception to this was in the staff housing 
estates where the FM team took full responsibility for both internal and external 
maintenance and/or repairs.   
 
Of interest to note is that facilities records was ranked the fifth most effective function 
by Facilities Managers (A7-5, Table 5.26), despite earlier statistic (A5-69, Table 
5.22) showing that only 50% kept written records. 
5.9.2  Residents perception of FM team and their level of satisfaction of FM 
services  
Table 5.27 examined residents‘ perception on their level of ‗satisfaction‘ with the FM 
teams and the services rendered by them. Here we can see that residents, similar to 
FM team perspective, were most satisfied with security services. 
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Table 5.27: Residents’ Satisfaction with the Performance of FM team  
Codes  FM services provided  Descriptive Statistics 
Number of 
Respondents Mean 
Ranking 
 
B7-1 General security  973 4.3618 1 
B7-2 Cleaning of common parts  964 4.3371 2 
B7-3 Helpdesk  949 4.3288 3 
B7-4 Overall maintenance of the housing estate 972 4.3210 4 
B7-5 Building maintenance & surroundings 960 4.2823 5 
B7-6 Environmental management services 969 4.2735 6 
B7-7 Fumigation services, e.g. pest control, etc. 970 4.2443 7 
B7-8 Roads maintenance & drainage  967 4.1986 8 
B7-9 Solid waste collection & disposal services 974 4.1879 8 
B7-10 Quality of FM services being rendered  964 4.1369 8 
B7-11 Streetlights & maintenance 964 4.1349 11 
B7-12 Response time to complaints on repairs, etc. 969 4.1094 12 
B7-13 General attitude of FM staff  969 4.1094 12 
B7-14 Water supply & borehole maintenance 965 4.0943 14 
B7-15 Fire prevention & safety  960 4.0615 15 
B7-16 Infrastructures functionality and state of repairs 967 3.9866 16 
B7-17 Regularly seeking after residents welfare  974 3.9630 16 
B7-18 Level of inconvenience during maintenance 
activities 
973 3.9466 18 
B7-19 Procedures for reporting defects & getting work 
done 
965 3.9399 19 
B7-20 Level of nuisance from staff/miscreants 967 3.8987 20 
B7-21 Standby electric generator maintenance 960 3.8667 21 
B7-22 Cost to users (i.e. money & time in reporting 
faults) 
963 3.8577 21 
B7-23 Septic tank/cesspools dislodgment services 959 3.8071 23 
B7-24 Regularity of user‘s survey  963 3.6999 23 
B7-25 Painting & decoration  959 3.6945 25 
B7-25 Installation of security gadgets, etc. 960 3.6563 25 
B7-27 Graffiti removal & prevention 963 3.5888 25 
B7-28 Porterage/janitorial services 958 3.5532 28 
B7-29 Landscaping & grounds services 961 3.5401 29 
B7-30 Health & safety support services 957 3.5340 30 
B7-31 Lease management 967 3.4581 31 
B7-32 Medical facilities (hospitals, clinics, etc.) 966 3.3986 32 
B7-33 Gym & health club management support services 957 3.3480 33 
B7-34 First aid box & services 948 3.3365 34 
B7-35 Caretaker   955 3.1476 35 
B7-36 Crèche centre management 962 3.1424 36 
B7-37 Swimming maintenance  964 3.0529 37 
B7-38 Mailroom / courier service 961 2.9906 38 
B7-39 Bus shuttle services 962 2.9595 38 
B7-40 Catering & hospitality services 962 2.8992 40 
B7-41 Laundry services 943 2.6903 41 
B7-42 Elevator service and maintenance  942 2.5626 42 
B7-43 Washroom/lavatory services 938 2.5320 43 
B7-44  Housekeeping services 971 2.4964 44 
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5.10  FACILITIES MANAGEMENT SERVICE QUALITY 
Table 5.28: Comparing ‘Facilities Manager’ and ‘Residents’ perspectives on FM 
service quality 
Codes  Determinants 
of service 
quality 
Sub- 
Codes 
Service quality variables  Facilities 
Managers’ 
responses 
Residents’ 
responses 
A8-1 Access: 
Determinants of 
residents easy 
and convenient 
access to all 
the essential 
FM services by 
way of the 
following: 
AB8-
1ACC1 
Convenient location of the FM 
department/unit within housing estate  
 
1 
 
20 
AB8-
1ACC2 
One stop shop (as it relate to the provision 
of FM services) 
24 34 
AB8-
1ACC3 
Convenient operating hours 2 24 
AB8-
1ACC4 
24 hour telephone service 24 32 
AB8-
1ACC5 
Internet accesses where there is the need to 
employ the internet to reach FM team 
24 31 
A8-2 Communication: 
Residents 
assessment of 
communication 
issues 
 
AB8-
2COM1 
FM team keep the residents adequately 
informed through appropriate medium, e.g. 
through the issuance of pamphlets and 
brochures that were written in plain English 
 
3 
 
13 
AB8-
2COM2 
Communication materials are tailored to the 
need of residents 
24 23 
AB8-
2COM3 
FM team regularly and patiently listens to 
residents‘ complaints   
4 17 
AB8-
2COM4 
Complaints and suggestions systems are in 
place in the housing estate 
5 18 
AB8-
2COM5 
FM team possessed good oral and written 
communication capability 
11 15 
A8-3 Competence 
 
AB8-
3COMP1 
FM team possesses the requisite skills and 
knowledge to provide the agreed FM 
services  
 
24 
 
5 
AB8-
3COMP2 
FM team possesses adequate knowledge of 
local laws and statutory requirements 
14 21 
AB8-
3COMP3 
These laws and statutes were being 
appropriately applied in the course of 
delivering FM services   
24 30 
A8-4 Courtesy (i.e. 
polite 
behaviour) 
AB8-
4COT1 
FM team show politeness, respect, 
consideration, friendliness, i.e. staff behaved 
politely and pleasantly 
 
14 
 
9 
AB8-
4COT2 
FM team possess the ability to relate well 
with residents and in solving facilities related 
problems 
11 12 
AB8-
4COT3 
FM team comfortable with reaction 24 19 
A8-5 
 
Credibility AB8-
5CCRE1 
FM team and other service providers are 
trustworthy 
6 1 
AB8-
5CRE2 
FM team possess good reputation and 
image with regard to the services they 
provide 
 
7 
 
3 
A8-6 Reliability 
 
AB8-
6REL1 
FM team provide consistent, appropriate 
and dependable service  
8 16 
AB8-
6REL2 
FM team always deliver the service that was 
promised in line with the service level 
agreement (SLA) 
19 14 
AB8-
6REL3 
FM team keeps accurate records  14 10 
AB8-
6REL4 
There is considerable level of accuracy in 
the charge bills especially in the area of 
water bill, electricity bill and service charge 
 
24 
 
33 
AB8-
6REL5 
FM team does their jobs right first time 19 27 
AB8- FM team keeps promises and deadlines 19 27 
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6REL6 
A8-7 Responsiveness 
 
AB8-
7RES1 
FM team is always willing and ready to 
provide service when needed 
8 4 
AB8-
7RES2 
FM team resolves problems quickly 14 26 
AB8-
7RES3 
FM team have concurrent problem solving 
capability 
24 29 
AB8-
7RES4 
FM team keep to appointment times 19 25 
A8-8 Security 
 
AB8-
8SEC1 
Feeling of physical safety residing in the 
housing estate 
23 2 
AB8-
8SEC2 
Residents‘ counterpart monetary 
contribution towards facilities maintenance is 
safe with the facilities Manager and his team 
24 6 
AB8-
8SEC3 
FM team has the capacity to provide 
services in a safe and secure manner 
10 8 
A8-9 Tangibles AB8-
9TAN1 
The physical aspects of the facilities, staff 
strength and working tools up-to-date and 
adequate  
24 22 
A8-10 Understanding 
the residents 
and meeting 
their needs 
AB8-
10UND1 
FM team knows the specific needs of 
residents 
14 7 
AB8-
10UND2 
FM team tailored their services / activities to 
meet the identified needs where it is 
practically possible to do so 
11 11 
 
Table 5.28 revealed the disparities in the opinions of Facilities Managers and 
Residents concerning the quality of FM services. While Facilities Managers scored 
themselves high in certain aspects of the services they rendered, the residents had 
different opinions in certain areas – see codes AB8-1ACC1, AB8-1ACC3, AB8-
2COM1, AB8-2COM3, AB8-2COM4 and AB8-5CCRE1. In contrast, there were 
instances where the residents scored the FM team high - see codes AB8-5CRE2, 
AB8-8SEC1, AB8-3COMP1 and AB8-8SEC2. However, both respondents (Facilities 
Managers and Residents) had convergent views that ‗FM team tailored services to 
meet identified needs‘ – see A8-10UND2.   
 
Further analysis of the perspectives on service quality identified 10 determinants for 
service quality. Reliability AB8-REL had the most number so FM service quality 
attributes, followed by Access (AB8-1ACC) and Communication (AB8-COM). 
Understanding (AB8-UND) and Credibility (AB8CRE) appeared to be the least 
important in determining service quality. 
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5.11  FACILITIES MANAGEMENT BENEFITS/ADDED VALUE  
The added value of an organisation is a concept measured in many different ways. 
For example, it can be measured in terms of efficiency and effectiveness. Table 5.30 
below contains the ‗value added dimension in housing estates‘ by Facilities 
Managers surveyed. 
 
Table 5.30: FM value added to housing estates 
Codes FM Value added criteria  Number of 
Respondents 
% Ranking 
A9-1  Ensures simpler operational structures, to improve the 
identification and delivery of residents‘ needs that brought 
about clearer roles for facilities management team and other 
ancillary, as client and service provider respectively. 
19 
 
73.07% 
 
1 
A9-2 Ensuring effective purchasing and contracting strategies 18 69.23% 2 
A9-3 Improve corporate image 18 69.23% 2 
A9-4 Offers strategic advice based on knowledge of client‘s 
business goals and objectives 
18 
 
69.23% 2 
A9-5 Optimisation of the master plan by identifying opportunities to 
enhance buildings, grounds and utility systems and also 
ensure the appropriate application of operating capital 
improvement, renovation, maintenance, repair, and utility 
resources. 
18 
 
69.23% 2 
A9-6 Organise an effectual organisational structure that plans, 
schedules and measures work activity and productivity.   
18 
 
69.23% 2 
A9-7 Maintain the operational fitness and value of the estate by 
timely and adequate maintenance and reduction of facility 
deterioration and obsolescence. 
17 
 
65.38% 7 
A9-8 Enhances corporate values through formulating and 
communicating strategic facilities policy 
17 
 
65.38% 7 
A9-9 Helps Identify business needs and users‘ requirements 17 65.38% 7 
A9-10 Offer broader experience and best practice 17 65.38% 7 
A9-11 Provide effective space management within existing 
parameters and forecast existing parameters and forecast 
efficient utilisation. 
17 
 
65.38% 7 
A9-12 FM enables ‗one stop shop‘ approach for residents and has 
helped to address a number of outstanding issues that could 
have a negative effect on morale and the better use of 
‗professional expertise‘ and experience within the housing 
estate.  
16 
 
61.54% 12 
A9-13 Effective maintenance and refurbishment of residential 
accommodation to improve income generation conserve 
resources and reduce overheads.  
16 
 
61.54% 12 
A9-14 Establish a budget to achieve best value over the long term. 16 
 
61.54% 12 
A9-15 Gives the residents better value for money through enhanced 
service quality and consistency improvement in service 
delivery consequently leading to positive relationships with 
other stakeholders. 
16 
 
61.54% 12 
A9-16 Minimise equipment and structural failures. 16 61.54% 12 
A9-17 Provide economically and efficiently for the present and 
future need of clients, either by arranging for reallocation of 
space within existing estate.  
16 
 
61.54% 12 
A9-18 Changes in management culture and responsibilities, based 
on collaboration and customer centred 
15 
 
57.69% 18 
A9-19 Transferable skills are gained and FM team are able to share 
good practice and learn from each other thus reduces the risk 
of having pre-conceptions on how things should be done. 
14 
 
53.85% 19 
A9-20 The integration of FM has greatly helped ease compliance 14 53.85% 19 
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with quality and specifications.  
A9-21 FM enhances manageability, flexibility, sustainability of new, 
existing and adapted facility.    
14 
 
53.85% 19 
A9-22 Establish productive work process and low operating and 
maintenance costs 
14 
 
53.85% 19 
A9-23 Planning and designing for continuous improvement and 
service quality.  
14 
 
53.85% 19 
A9-24 There is cost efficiency. 14 53.85% 19 
A9-25 Monitor and control the integrative planning and 
implementation to ensure performance satisfaction. 
14 53.85% 19 
A9-26 FM has helped put systems, skills and supports in place that 
enable quality work to be done and continuously progress 
toward excellence thus ensuring an effective service delivery 
and financial control that centre on improving performance 
and maximising value for money. 
14 53.85% 19 
A9-27 The integration of FM has made possible a wider scope 
housing management activities 
13 
 
50.0% 27 
A9-28 Offer service quality in support of business operations 13 50.0% 27 
A9-29 Provide support services to overall facilities management 
process 
13 50.0% 27 
A9-30 The integration of FM has helped to ensure quality service 
delivery 
13 50.0% 27 
A9-31 Improved infrastructures enhance operational efficiencies 12 
 
46.15% 31 
A9-32 FM  process enhance speed service delivery including 
emergency response  
12 
 
46.15% 31 
A9-33 FM has helped in meeting business goals and/or objectives 
and thereby ensure business continuity 
12 46.15% 31 
A9-34 The integration of FM has helped to provide excellent, safe, 
secure and healthy residential environment  
12 46.15% 31 
A9-35 An increase in the importance placed on effective team work, 
understanding of what it requires help strengthen the skills 
and commitment of every employee to contribute thus leading 
to an improvement in the ability of Facilities Managers and 
their teams in creating and the sustenance of an effective 
team environment. 
 
9 
 
 
34.61% 
 
35 
A9-36 Appropriate balance of time, quality, cost.  9 
 
34.61% 35 
A9-37 Consideration of operation and maintenance needs. 9 
 
34.61% 35 
A9-38 A multi-skilled FM team encourages the culture of teamwork 
and diversity and this gives the ability to deal with 
maintenance issues without having to be over dependent on 
outside specialist and the acquisition of a wide knowledge of 
different services which gives you a sense of control, 
confidence and an improvement in communication among 
team members. 
 
7 
 
 
26.92% 
 
36 
 
Table 5.30 shows that more than half of the Facilities Managers surveyed agreed 
that there were ‗added value‘ by FM to housing estates. The topmost five benefits of 
FM to housing are: 
a) Ensures simpler operational structures, to improve the identification and 
delivery of residents‘ needs.  
b) Ensuring effective purchasing and contracting strategies. 
c) Improve corporate image. 
d) Offers strategic advice based on knowledge of client‘s business goals and 
237 
 
objectives. 
e) Optimisation of the master plan by identifying opportunities to enhance 
buildings, grounds and utility systems and also ensure the appropriate 
application of operating capital improvement, renovation, maintenance, repair, 
and utility resources.  
 
5.12  RESIDENTS RESPONSES TO THE INTERVIEW SURVEY 
5.12.1 Nature of residents’ occupancy in the housing estates that were 
surveyed 
Table 5.31: Nature of residents’ occupancy 
Codes Nature of residents’ occupancy  Number of 
Respondents % 
B10-1 Owner occupied 385 38.62 
B10-2 Rented/leased apartment 598 59.98 
 
Table 5.31 revealed that there are more tenants (59.98%) occupying the housing 
estates than owner-occupiers (38.62%). The explanation that could be offered for 
this trend is that most owner occupiers used these housing estates as a ‗transistion 
accommodation. This is because they will want to build their respective customised 
houses themselves and would not want to live in a house designed and build by 
another person. Consequently, the moment they perceived their financial capacity to 
build a bigger house and secured themselves, they move out. Once this happens, 
they either sell or lease out the house being vacated. This trend could be described 
as both ‗attitudinal‘ and ‗cultural‘. At the moment, the financial market is geared more 
towards the investment end, rather than the owner-occupier end.    
5.12.2  The length of residency 
Table 5.32: Number of years of residency 
 Codes   Number of years of residency  Number of Respondents Percentage (%) 
B10-3  1-5years 588 59.0 
B10-4  6-10years 282 28.3 
B10-5  11-15years 82 8.2 
B10-6  16-20years 20 2.0 
B10-7  21+ 10 1.0 
Total 997 100.0 
 
Table 5.32 examines the length of residency of all residents, it was revealed that the 
majority (59%) are relatively new to their housing estates, having been there for less 
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than 5 years (59%); whereas the residents with long stay (over 20 years) are very 
small population (1%). The length of stay of residents coincided with the 
commissioning dates of the respective housing estates and also the experiences of 
the Facilities Managers. For instance, 8 housing estates (representing 40%).of the 
housing estates were commissioned between 2002 and 2008 (see Table 5.1) on the 
side of Facilities Manager, 13 (i.e. 50%) of them have only been in FM for maximum 
5years while another 7 (i.e. 15%) had about 10 years‘ experience (see Table 5.6).    
5.12.3  Residents awareness of FM practice in housing estates 
Although a high number of responses showed awareness of FM practice in their 
housing estates, it was not very clear how the residents were able to make this 
judgement, apart from the obvious choice, which was actually ranked second highest 
(B10-9, Table 5.33), having a Facilities Management office for their housing estate. 
The reasons why residents moved to their current places of abode (Table 5.34) may 
be a better indication of their awareness, albeit indirectly. 
  
Table 5.33: Residents awareness of FM practice  
Codes  FM practice in housing estates Number of 
Respondents % 
B10-8 Residents awareness of facilities management practice 931 93.4 
B10-9 Existence of  FM department in housing estate of abode 916 91.9 
B10-10 FM has impacted positively on the quality of life of 
residents 
850 85.3 
5.12.4  Residents assessment of the impact of FM in housing estates  
In Table 5.33, 85.3% of the residents expressed the view that FM actually made 
impact in their housing estates, but did not explain in what way. It was also not clear 
if the residents were aware of the differences bewtween property management and 
facilties management. Their judgement was based solely on the fact that their 
housing estates were being managed and serviced delivered by FM teams. From 
observations made during the surveys, the researcher identified that the housing 
estates appeared very well maintained.  
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5.12.5  Reasons for choosing to live in the preferred housing estate 
Table 5.34: Reasons for residing in the preferred housing estate 
Codes Reasons for choosing to live in the preferred 
housing estate  
Number of 
Respondents % 
B10-11 Aesthetics & serene environment  779 78.1 
B10-12 Proximity to place of work  732 73.4 
B10-13 Availability & suitability of infrastructures   667 66.9 
B10-14 Availability & suitability of services  633 63.5 
B10-15 Location  623 62.5 
B10-16 Security  530 53.2 
B10-17 Accessibility to social centres  299 30.0 
 
Table 5.34 revealed the top reasons for choosing their estates were: ‗aesthetics and 
serene environment‘ (B10-3 - 78.1%), ‗proximity to place of work‘ (coded B10-4), 
availability and suitability of facilities‘ (B10-5 - 66.9%), ‗availability and suitability of 
services‘ (B10-6 - 63.5%), ‗location‘ (coded B10-7), ‗and ‗security‘ (B10-8 - 53.2%). 
In relation to the other reasons, accessibility to social centre (B10-17, Table 5.34) 
was an insignificant number.    
5.12.6  Repairs/maintenance obligations of residents 
Table 5.35: Repairs/maintenance obligations of residents 
Codes Repairs/maintenance obligations of residents Number of 
Respondents % 
B10-18 Payment of service charge  879 88.2 
B10-19 Internal repairs to building  783 78.5 
B10-20 Repainting of the internal walls    772 77.4 
B10-21 Monetary contributions to provide & maintain infrastructures  732 73.4 
B10-22 Repairs of electrical & plumbing installations 301 30.2 
B10-23 External repairs to building  257 25.8 
B10-24 Repairs of the leaking roof & ceiling  229 23.0 
B10-25 Repainting of external walls  197 19.8 
B10-26 Cleaning of estate premises  115 11.5 
B10-27 No specific arrangement in place  28 2.8 
 
Service charge is the highest ranking obligation of the residents‘ with 88% of all 
residents paying service charges. These charges are for the upkeep of communal 
areas and infrastructure. The internal repairs and repainting of internal walls also 
rank highly as owner-occupiers are responsible for their internal repairs, some 
tenants had Full Repair and Insuring (FRI) leases, and only those staff tenants had 
no responsibility for internal repairs. 
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5.13 THE CHALLENGES AFFECTING FM PRACTICE IN THE HOUSING 
ESTATES 
 
Table 5.36: The challenges of FM in housing estates 
Codes  Challenges were ranked from highest (5) to the lowest (1) 
 Mean 
Ranking 
A11-1 Financial constraints 4.6667 1 
A11-2 Users / residents‘ behaviour 4.3077 2 
A11-3 Irregular payment of service charge by residents  4.2353 3 
A11-4 Undue delays in effecting repairs and attending to complaints, especially 
from residents 
4.0714 4 
A11-5 Stakeholders consensus on policy cum commitment to policy implementation 4.0000 5 
A11-6 Increase in the intensity of use of the installed facilities  due to lack of 
expansion 
3.9286 6 
A11-7 Decision making process and implementation 3.8571 7 
A11-8 High cost of facilities maintenance  3.8571 7 
A11-9 Resources (manpower and materials) 3.6923 9 
A11-10 Indifference of owners of the housing estates to facilities maintenance 3.6667 10 
A11-11 Ill equipped workshops and inadequate manpower (i.e. skilled artisans) 3.5385 11 
A11-12 Organisation policy  3.5000 12 
A11-13 FM operational guidelines cum bureaucratic procedures 3.4615 13 
A11-14 Lack of planned FM model/strategy 3.4000 14 
A11-15 Use of poor quality components and materials 3.4000 14 
A11-16 Management structure of the housing estate 3.3571 16 
A11-17 Organisation structure  and process 3.3571 16 
A11-18 Inadequate staff to man key positions in the facilities management 
department   
3.3333 18 
A11-19 Security issues 3.3077 19 
A11-20 Vandalism and theft 3.1538 20 
A11-21 Inter-departmental rivalry and lack of cooperation among FM staff  3.0667 21 
A11-22 Lack of skilled personnel in FM departments / organisation 3.0000 22 
A11-23 Inadequate spare parts and working tools 3.0000 22 
A11-24 Inherent corruption cum lack of financial accountability 3.0000 22 
A11-25 Location of the housing estate 2.7692 25 
A11-26 Work process and coordination  2.7692 25 
A11-27 Inefficiency of the FM staff  2.5333 27 
A11-28 Facilities Manager‘s ability 2.5000 28 
 
The challenges affecting FM practice in the housing estates from the Facilities 
Managers‘ perspective are contained in Table 5.37. The analysis of the 
questionnaires revealed the challenges confronting FM practice in housing ranked 
from highest to the least challenge. 
 
Of the top five challenges facing FM in housing, the Facilities Managers‘ perceptions 
ranked three of these as resident/user led challenges. The most significant challenge 
however was finance. It is also noteworthy that they felt the least significant 
challenges were related to their abilities, and their staff‘s performance. 
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5.14 SUMMARY  
In this chapter, the opinions of all the respondents, the findings from the collected 
data and the recordings of the observations were analysed with respect to the 
research and objectives. This was accomplished by collating the  data, coded, 
tabularised and the first level of analysis and cross-case analysis was undertaken for 
the emergence of concepts and categorisations and these were the subject of further 
analysis in chapter 6 (thematic analysis). 
 
  
242 
 
CHAPTER 6: AXIAL CODING AND THEMATIC ANALYSIS  
 
 In this chapter, the emerging facts, mostly memos were further analysed and taken 
through the different levels of substantive coding and thematic analysis (Braun & 
Clarke, 2006) as described in section 4.6.5 and shown in figure 4.6. The various 
stages of grounded theory methodology up to that of thematic analysis is depicted in 
figure 6.1. 
 
Figure 6.1: The framework approach to qualitative data analysis  
(Source: NatCen Social Research, 2012) 
 
6.1 THE CODING PATTERN 
In undertaking this next stage of analysis, the researcher draws on the knowledge 
hierarchy (figure 6.2) in moving through the different levels of coding and analysis 
(figure 4.6).  
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D = Data is the facts the researcher 
will work with and they are 
without context.  
 
I = Information comprises these 
facts with some context and 
perspective allowing the 
researcher to see the relations 
between data.  
 
K = Knowledge comprises 
information and where the 
researcher start to see patterns 
in those relationships and begin 
to understand those patterns. 
Patterns give the researcher 
predictability and repeatability 
(validity and reliability).  
 
W = Wisdom comprises knowledge 
and occurs when the researcher 
understands why these patterns 
are occurring. When the pattern 
is understood at this level, the 
researcher will have high 
predictive and reliability powers. 
At this point you can determine 
the founding principles for the 
patterns. 
Figure 6.2 Knowledge hierarchy (DIKW)  
(Bellinger, 2004) 
 
The knowledge hierarchy shows the development of data into information, 
information becoming knowledge, and knowledge growing into wisdom. On the Y 
axis (figure 6.2), we see the data becoming more contextually independent the 
further the level of analysis, which would lead to generalisability. On the X axis, it 
leads to further understanding and the development of guiding principles through the 
emerging theories. The next levels of analysis would be looking to understand 
relationships (cross analysis), patterns (thematic analysis) and principles (emerging 
theories). Below is the adopted coding pattern in this chapter. TA stands for thematic 
analysis. 
1TA: Background information of Facilities Managers  
2TA: Facilities Managers understanding/perception of FM  
3TA:Vision, mission, goals and objectives of housing estates 
4TA: Roles of FM departments in housing estates 
5TA: FM practice in housing estates 
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6TA: Functionality of infrastructures : Functionality of infrastructures 
7TA: Effectiveness of FM services 
8TA: FM service quality in housing estates 
9TA: FM value added / benefits to housing estates 
10TA:  Residents involvement of the residents in the FM process  
11TA: The challenges of FM in housing estates  
6.2  BACKGROUND INFORMATION OF FACILITIES MANAGERS 
In Tables 5.4, 5.5 and 5.7 respectively contained the educational, professional 
backgrounds and job titles of the 26 Facilities Managers‘ that were surveyed in the 
20 case studies. Table 5.5 revealed that only 38.50% of Facilities Managers had 
IFMA membership. IFMA is a United States of America (USA) based FM 
professional body, which at present, is the only international FM professional body 
that has chapters in Nigeria. It is interesting to note that none of the Facilities 
Managers were Chartered Surveyors with the Royal Institution of Chartered 
Surveyors (RICS), a UK based professional institution with membership in Nigeria. 
The RICS has a FM pathway for membership, and is an institution that covers 
Property and Estate Management; the counterpart of the NIESV. This finding was 
not further investigated, as it appeared to bare little relevance to the practice of FM in 
Nigeria. 
 
Regarding job titles, the data revealed that the title of ‗Facilities Manager‘ did not 
always reflect the qualifications of the job owner. For instance, two respondents with 
B.Sc. in Mass Communication and B.Sc. in Quantity Surveying respectively, with no 
professional affiliation whatsoever, have ‗Facilities Manager‘ as their job title (Table 
6.1). Likewise, the qualifications were not indicative of the level of management; with 
the exception of the MSc degree in Estate Management, which had two of the three 
at senior management (strategic) level.  
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Table 6.1: Comparison of Facilities Managers’ educational, professional 
backgrounds and job title 
Axial 
Codes 
Educational 
qualifications 
Professional 
memberships 
Job titles  Frequency 
(ordered)  
% 
1TA-1 B.Sc. Estate 
Management 
Nigerian Institution of Estate 
Surveyors and Valuers 
(NIESV) & International 
Facility Management 
Association (IFMA) 
Facilities Manager 6 23.10 
1TA-2 B.Sc. Mechanical 
Engineering 
Nigerian Society of Engineers 
(NSE) 
Facilities Manager 4 15.40 
1TA-3 M.Sc. Estate 
Management 
Nigerian Institution of Estate 
Surveyors and Valuers 
(NIESV)  & International 
Facility Management 
Association (IFMA) 
Facilities Manager / 
Assistant General 
Manager (AGM) / 
Director of Facilities 
3 11.55 
1TA-4 HND Building 
Technology 
Nigerian Institute of Building 
(NIOB) 
Maintenance 
Manager /Facilities 
Manager 
2 7.70 
1TA-5 HND Estate 
Management 
Nigerian Institution of Estate 
Surveyors and Valuers 
(NIESV)   
Facilities Manager / 
Head of Operations 
2 7.70 
1TA-6 B. Tech Project Management Facilities Monitoring  
and Control Manager 
1 3.85 
1TA-7 B.Sc. Economics Association of Chartered 
Economist 
Property Manager  1 3.85 
1TA-8 B.Sc. Project 
Management 
Project Management Property Manager 1 3.85 
1TA-9 B.Sc. Electrical 
Engineering 
International Facility 
Management Association 
(IFMA) 
Facilities Manager 1 3.85 
1TA-10 B.Sc. Mass 
Communication 
None  Facilities Manager 1 3.85 
1TA-11 B.Sc. Quantity 
Surveying 
None Facilities Manager 1 3.83 
1TA-12 HND Underwriter 
(Insurance) 
None Supervisor, Housing 
Support Services  
1 3.85 
1TA-13 B.Sc. Computer 
Science  
None Operational 
Manager/ Information 
Technologist 
1 3.85 
1TA-14 City & Guilds 
(Electrician)  
None Maintenance 
Manager 
1 3.85 
 Total 26 100% 
 
Regarding the reporting lines of Facilities Managers‘ (Table 5.8: A1-25 to 31), the 
respondents (84.60%) reported to senior management who were not Facilities 
Directors. This has implications for the development of Facilities Management 
strategy, and aligning the FM function with business objectives.  
 
The data revealed that 27% of the housing estates were being managed directly by 
the Residents‘ Association and supervised by their elected executives. During the 
survey, it was observed that housing estates that had Residents Association 
appeared to live a ‗community life‘ and therefore see their infrastructures as those 
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that belong to the ‗community‘. This perception tend to give them (i.e. residents) a 
sence of ‗joint responsibility‘ to manage them, curtail wastage, abuse and vandalism; 
and they jointly contribute financially towards infrastructures provision and 
maintenance, and also, service provision through their appointed FM teams. The 
study revealed that housing estates run by Residents Associations have ―flat 
organisation structures‖ (Lamar Institute of Technology, 2015; Suttle, 2015) and they 
generally have small size employees to carry out routine jobs of cleaning and minor 
repairs. These housing estates, being suprinteded by Residents Associations were 
predominantly in the medium sized category and few large ones. For effective 
management, the association often split the estate into ‗zones‘ with zones 
excecutives elected to run the affairs of the respective zones. This practice ensures 
effectiveness of FM functions. This structure afforded the Facilities Manager direct 
access to the Residents Association Executives and to often partake in decision 
making and direct feedback on implementations.  
 
Many other cases, especially profit based housing estates have ―functional 
organisational structure‖ (Lamar Institute of Technology, 2015; Suttle, 2015) with 
structured FM departments and the Facilities Manager concerned often report more 
to ‗middle level management‘ and minimally to top level management. This situation 
cut across all the surveyed cases irrespective of the size of the housing estate. 
 
In large and medium sized estates, especially the profit based ones, appeared to 
have more qualified (both academically and professionally) Facilities Managers and 
the scope of FM functions is higher compared with those of non-profit-based. For 
example, as obtained from the interview survey, VG(A) and 1E(A) respectively had 
two and four qualified Facilities Managers. In addition, these two, and other similar 
housing estates (such as AE(A), CE(A) and MA(B)) have more professionals and 
artisans/maintenance gang working in the estates‘ FM department.   
 
This position is similar to what is currently obtained in FM practice in corporate real 
estate. For instance, IFMA (2003 & 2010) described FM as a ―profession that 
encompasses multiple disciplines‖. Keane (2011), a former President of IFMA also 
described FM as a complex, interdisciplinary profession requiring a broad base of 
technical skills, people skills, financial skills, business knowledge and work 
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experience. Moore & Finch (2004) posited that, ―FM generally involves a number of 
disciplines to render effective services‖. 
Further statistical analysis was undertaken to see if there was any relationship 
between the qualifications and professional affiliations. The correlation value (r) was 
0.8847, showing a strong positive correlation between qualification and professional 
affiliation. So we saw the higher frequency qualifications also being reflected in the 
higher frequencies for related professional affiliation.  The P value was 0.008141 
showing the result as significant. 
Findings: The educational and professional backgrounds of the Facilities Managers 
indicated that:  
1) FM in housing is multi-disciplinary in nature; with scope covering a wide range 
of disciplines, and not limited to any singular profession even though Estate 
Surveyors and Valuers featured prominently in the housing estates surveyed, 
perhaps, by virtue of their training in this area.  
 
2) Majority of the Facilities Managers superintending some of the housing estates 
that were surveyed are relatively new to FM (under 5 years). The field data 
obtained revealed that 50% of the Facilities Managers interviewed had about 5 
years working experience in the field of FM. This is an indication that some of 
the housing estates surveyed are either commissioned within this same period 
and/or that FM departments were recently created in such housing estates. 
 
3) Housing estates run by Residents Associations have flat organisation structures 
and characterised by small size employees to carry out routine maintenance 
jobs; while profit based housing estates have functional organisational structure 
with structured FM departments and large sized FM teams.   
 
6.3 UNDERSTANDING OF FACILITIES MANAGEMENT   
In Table 5.10, the top seven FM definitions by Facilities Managers were further 
analysed and deconstructed in order to gain an understanding of the focus and 
purpose of FM (Table 6.2).  
 
248 
 
Table 6.2: The Features of FM Definitions 
Axial 
Codes  
The preferred definitions of FM 
by Housing Managers 
Object of focus 
in the chosen 
definition 
How? (i.e. by 
what means) 
Aim/Goal/Purpose 
2TA-1 coordination and overseeing the 
safe, secure, and 
environmentally-sound 
operations and maintenance of 
real estate assets in a cost-
effective manner, aimed at long-
term preservation of the asset 
value 
 real estate asset  
(i.e. property 
consisting of land 
houses and 
infrastructure)  
 cost-
effectiveness 
 
 
 
 
 to enhance the efficient 
use of resources while 
allowing the organisation 
to realise its desired 
goals  
2TA-2 supervision and control of those 
operational elements of an 
organisation in such a 
coordinated manner as to 
enhance the efficient use of 
resources while allowing the 
organisation to realise its 
desired goals. 
 resource 
management  
 supervision 
and control 
 coordination 
 efficiency  
 to enhance the efficient 
use of resources while 
allowing the organisation 
to realise its desired 
goals  
2TA-3 integration of processes within 
an organisation to maintain and 
develop the agreed services 
which support and improve the 
effectiveness of its primary 
activities 
 process 
management  
 process 
integration 
 develop, 
maintain and 
improve 
services 
 support and improve the 
effectiveness of core 
business  
2TA-4 management discipline that 
ensures that the occupancy 
costs is minimised whilst 
maintaining the required 
standards 
 occupancy costs   cost efficiency  maintaining the required 
standards  
2TA-5 process by which an 
organisation ensures that its 
buildings, systems, and services 
support core operations and 
processes as well as contributes 
to achieving its‘ strategic 
objectives in changing 
conditions 
 buildings, 
systems, and 
services  
 process 
management 
 support and improve the 
effectiveness of core 
business in changing 
conditions  
2TA-6 management of buildings and 
their related services 
 buildings and 
services 
 management   building management 
2TA-7 practice of integrating people, 
business process and physical 
infrastructure 
 business 
integration  
 process 
integration  
 business integration 
 
   
This deconstruction of FM definitions that were favoured by Facilities Manager 
enabled categorisation of the core dimensions of FM as follows: 
 Focus of FM 
o Asset Management 
o Resource Management 
o Process Management 
o Cost Management 
o Building Management 
o Service management 
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o Business Process Alignment 
 
In terms of its purpose, FM is about supporting, maintaining, enhancing and 
improving business support services to improve business productivity. Furthermore, 
the Facilities Managers described FM as: versatile functions with changing tasks; 
taking care of, and/or managing support services for the benefit of the residents and 
clients; and playing an important part in ensuring the provision and effectiveness of 
buildings and infrastructures, utility services (especially in the area of wastes 
management, uninterrupted electric power supply, water supply, environmental 
health/safety management, etc.).  
 
These descriptions of FM were also mentioned as the reason why FM is important to 
any organisation. Core issues were cost effectiveness and the benefits to their 
respective housing estates; its enhancement of their organisations‘ corporate image 
and public perception; and that FM is seen a vital part of their businesses. 
 
Findings: The perception of FM by Facilities Managers in the housing estates 
surveyed is a reflection of the scope FM functions carried out in their respective 
housing estates.   
 
6.4  STRATEGIC FACILITIES MANAGEMENT OF HOUSING ESTATES 
In section 5.4.1 and Tables 5.11 and 5.12, analysis of data revealed the vision, 
mission, aims and objectives of the estates. Table 6.3 shows further analysis of this 
highlighting (in bold script) the most frequently recurring words. 
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Table 6.3: Vision, Mission and Goals of Housing Estates 
 Axial 
Codes 
Derived Memos from 
Tables 5.11 and 5.12 
Operative words Words or 
phrase 
frequency  
Vision 3TA-
1 
To deliver quality housing 
estate; exceptional services; 
the provision of innovative 
FM solutions that preserve 
the quality of client‘s assets; 
enhance their returns on 
investment, add value to their 
brand and improve their 
overall business 
performance. 
1. add value;  
2. best housing estate;  
3. carry everybody 
along;  
4. client’s assets;  
5. Commitment;  
6. continuous 
improvement;  
7. conveniences of the 
users;  
8. customer 
satisfaction;  
9. deliver quality,  
10. effective service;  
11. enhance returns;  
12. ensuring security of 
life; 
13. exceptional service;  
14. exceptional 
services;  
15. healthy  
environment. 
16. improve business 
performance. 
17. preserve; 
18. provision of 
innovative FM 
solutions;  
19. provision of world-
class housing 
estate;  
20. quality  
21. quality 
infrastructures;  
22. reliable;  
23. safety;  
24. To have everybody 
given the same 
treatment; 
25. users satisfaction 
 ‘exceptional 
service’ 
occurred twice 
(13 & 14) 
 
 Although 
‘quality’ 
occurred twice 
but adding 
‘deliver 
quality’ make 
it thrice (9) 
 
 ‘quality’ (21 & 
22)  
 
3TA-2 Commitment to customer 
satisfaction, exceptional 
service and continuous 
improvement, the best 
housing estate by providing 
quality infrastructures for the 
conveniences of the users and 
ensuring security of life; 
3TA-3 Provision of a world-class, 
reliable and effective service 
in safety, healthy  
environment. 
3TA-4 To have everybody given the 
same treatment and to carry 
everybody along and to always 
see that the users are always 
satisfied. 
Mission 3TA-5 To create comfortable living 
and work environment for 
residents and FM teams 
respctively. 
1. accessible;  
2. build organisational 
capability;  
3. continuous 
business 
improvement. 
4. create comfortable 
living;  
5. create success 
through 
commitment; 
6. dedication to 
service excellence; 
7. drive-world-class 
excellent;  
8. effective manner. 
9. improving the 
comfortability of the 
residents. 
10. in safe,  
In these phrase, 
the word ‗create‘ 
is pedominant: 
 
 create 
comfortable 
living;  
 create 
success 
through 
commitment; 
 
The same 
situation occurred 
with the word 
‗maintain‘ in these 
two phrase: 
 
3TA-6 To create success through 
commitment and dedication to 
service excellence, people 
development, and continuous 
business improvement... 
3TA-7 To maintain and improve the 
quality of every infrastructure in 
housing estates, thereby 
improving the comfortability of 
the residents. 
3TA-8 To professionally develop and 
manage infrastructures of 
distinction for the total 
satisfaction of its valued clients 
and maximum returns to its 
stakeholders. 
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3TA-9 To proactively and 
aggressively plans, maintains, 
operates and manages all 
Company owned and leased 
properties in a safe, accessible 
and effective manner. 
11. maintain and 
improve the quality 
of every 
infrastructure;  
12. maintains;  
13. operates and 
manages;   
14. operational 
performance  
15. people 
development;   
16. proactively and 
aggressively plans;  
17. professionally 
develop and manage 
infrastructures of 
distinction;   
18. total satisfaction of 
clients; maximum 
returns to 
stakeholders. 
19. work environment 
 maintain and 
improve the 
quality of 
every 
infrastructure 
  
 maintains;  
    operates and 
manages 
3TA-10 To build organisational 
capability to drive-world-class 
excellent operational 
performance throughout Nigeria 
and Africa. 
Goals and 
Objectives 
 
 
 
 
 
 
3TA-11 
The cumulative FM goals and 
objectives in the 20 housing 
estates that were surveyed, 
four distinct areas are 
identifiable; these are FM 
goals and/or objectives 
towards:  
i) Meeting housing estate 
owners expectations in 
service delivery to residents 
and other stakeholders and 
also ensuring the 
implementation of the 
‘service level agreement‘. 
1. appropriate 
mediums and/or line 
of communication;  
2. assurance of regular 
communication;  
stakeholders;   
3. assurance of safety.  
4. commitment;  
5. effective service 
delivery;  
6. engagements. 
7. ensuring 
implementation of 
service level 
agreement. 
8. expectations;  
9. goal to cultivate 
harmonious 
relationship 
between residents 
and FM team. 
10. Meeting 
expectations;  
11. Meeting owners 
expectations; 
12. residents;  
13. residents;  
14. residents;  
15. residents’ 
satisfaction;  
16. service delivery;  
17. staff awareness  
18. stakeholders;  
19. the FM team;  
20. value for money 
 
The predominant 
operative words 
here are: 
‗assurance’ – 
occurred twice; 
‗meeting’ – 
occurred twice; 
and ‗residents’ 
occurred four 
times. 
  
 Assurance of 
regular 
communication;     
 assurance of 
safety.  
 
 
 Meeting 
expectations;  
 Meeting 
owners 
expectations; 
 
 
 residents;  
 residents;  
 residents;  
 residents’ 
satisfaction;  
 
3TA-12 ii) Issues that bother on the 
FM team including other 
ancillary staff awareness of 
their expectations in 
effective service delivery, 
commitment and 
engagements. 
3TA-13 iii) Meeting the expectations 
of residents of the housing 
estates so that they can 
have ‘value for money’, 
residents’ satisfaction and 
assurance of safety.  
3TA-14 iv) Assurance of regular 
communication with all 
the stakeholders especially 
the residents using 
appropriate mediums 
and/or line of 
communication. It is a goal 
to cultivate harmonious 
relationship between 
residents and the FM 
team. 
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Putting the words and phrases in the 5th column of Table 6.3 together, it could be 
inferred that:   
a) Vision: To ‗deliver exceptional quality‘ housing estate.  
b) Mission: To ‗create comfortable living, ‗through committmemt‘; ‗operate‘, 
‗maintain‘ and ‗improve the quality of every infrastructure‘. Other keywords in 
the Table equaly stressed ‗how‘ or ‗manner‘ that the promised service will be 
delivered. For example, through ‗continuous business improvement‘; and 
‗professionally develop and manage infrastructures‘, among others.  
c) Goal and objectives: ‗Assurance of regular communication‘; ‗safety‘; ‗meeting 
owners expectations; ‗residents satisfaction‘. However, because the word 
‗residents‘ occurred more frequently, it could be inferred that more attention is 
on ‗residents satisfaction‘.  
 
Findings:  
Most of the housing estates surveyed had vision and mission statements. In housing 
estates that do not have vision and mission statements, there is obvious gap in 
communication, which would suggest that the tactical level of FM is missing, and 
therefore, may not able to translate strategy into operations in the housing estates 
concerned. 
 
6.5  EVALUATION OF FACILITIES MANAGEMENT PRACTICE IN HOUSING 
ESTATES 
Further analysis of the strategic, tactical and operational roles of FM departments in 
the 20 housing estates (Table 6.4) identified that waste management was the most 
highly ranked role for both strategic and tactical FM out of the five topmost ranked 
FM roles at various levels. The Table revealed the ‗priorities‘ at various level of FM.   
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Table 6.4: The strategic, tactical and operational roles of FM departments in 
housing estates 
Axial 
Codes 
Levels of FM 
Practice 
Roles  
4TA-1 Strategic 
Roles 
1) Reduce financial waste to a minimum and thereby maximise profit. 
2) The formulation, revision and communication of facilities policy  
3) The identification of facilities needs and user (residents) requirements. 
4) Have a clear vision and understanding of long-term  
5) Proper education of the FM team about all manner of standards and 
procedures. 
4TA-2 Tactical 
Roles 
1) Wastes management – solid & sewage 
2) Housing environment management 
3) Routine inspections and infrastructures‘ maintenance 
4) Identification of problems likely to affect the safety and use of the premises 
5) Agreeing the service level and requirements with the stakeholders 
4TA-3 Operational 
Roles 
1) General cleaning  
2) General security  
3) Fumigation & pest control  
4) Environmental management  
5) General repairs to buildings  in common usage 
 
1) In Table 6.4, there is no class distinction among the 20 housing estates with 
regards to the roles of FM at these levels of FM except that the scope of FM 
appeared to be more in large and medium sized estates than small sized ones. 
The attributable reasons for this scenario is that, in large and meduim sized 
estates, the scale of infrastructures provided is more coupled with larger number 
of residents with the resultant lager mumber of FM personnel. 
 
2) The observation made during the survey showed the housing estates with vision 
and mission statements appeared to be more focused and tend to achieve more 
in terms of delivering ‗quality housing environment when compared with housing 
estates that had none.  This might be an indication that having a clear-cut vision 
and mission statements had an influence on the success level of FM practice as 
these have assisted in shaping the focus of the various FM teams in housing 
estates that have these. However, the seemingly low response rate is 
attributable to the fact that as many as 6 housing estates out of the 20 surveyed 
do not have any vision and mission statements, which could have guide the FM 
teams concerned in their operations; hence there is no clear-cut strategies that 
could have been employed. Vision and mission statements would have ensured 
that the FM team stay focused on the goals of their respective housing estates 
and would have achieved higher level of success (Tables 5.11 and 5.12).  
 
3) Examining Tables 5.14 to 5.16, it became apparent that Facilities Managers 
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were more actively involved at the tactical and operational levels of FM when 
compared with their level of participation at the strategic level of FM (see Table 
5.15). This would mean that Facilities Managers are not part of decision making 
rather, they were to implement management decision and thereby, drive the FM 
process. 
 
4) Careful examination of the case studies (Tables 6.3 and 6.4 and notes taken 
during physical observations) highlighted that the housing estates with vision, 
mission and goals appeared to have achieved a better housing environment 
when compared with housing estates without (Table 6.4). In these estates as 
well, it appeared that Facilities Managers are directional and was able to direct 
the affairs of the housing estates towards the realisation of set goals.       
 
5) The observation is that these are similar to some of the functions of FM outlined 
in Chapter 2 under 2.3 of this thesis. Another important point, as revealed by the 
responses concerning FM functions, is that every respondent respectively 
mentioned several functions and thereby showing the versatile nature of FM. 
 
Findings: 
1) Data analysis revealed that FM is an important integrated tool in enhancing the 
capacity of FM team and their productivity in many of the housing estates that 
were surveyed. 
2) With regard to the strategic, tactical and operational roles of FM departments in 
housing estates, the research revealed that having a clear-cut vision and 
mission statements have an influence on the success level of FM practice as 
these have assisted in shaping the focus of FM teams in housing estates that 
have these.  
 
6.6  FACILITIES MANAGEMENT PROCUREMENT AND PERFORMANCE 
6.6.1 FM service procurement methods 
Previous analysis of the FM procurement methods (section 5.6.1 and Table 5.17)  
revealed that in 23% of the housing estates, FM services were undertaken by 
outsourced service companies, grouped into two types - FM Consultants 
(representing 15%) and multi-service FM companies (representing eight per cent). In 
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the remaining 77% of housing estates, FM services were provided by in-house FM 
teams. Furthermore, in 35% of 20 estates surveyed, FM activities were directed by 
the Executives of the Residents‘ Associations, even though the tasks were 
undertaken by the in-house staff (Table 5.9).  
 
Although some property owners did not reside at the housing estates (they were 
simply investors renting out their premises), the Facilities Managers reported that 
they were actively involved in the management of the housing estates concerned, 
albeit by proxy. Their participation appeared to be mainly through the periodic 
payment of agreed service charges, statutory government levies (such as tenement 
rate and land use charge), and occasional development levies. It was not clear if 
they were involved in any decision making. 
 
Findings: FM service procurements were mainly through in-house FM teams and 
this practice cut across the different types of housing estates. In some housing 
estates, Residents Associations Executives play dominant roles in FM service 
procurements. 
6.6.2  Provision and maintenance of infrastructures and service provisions  
Table 6.5 shows an analysis of the types of infrastructure and ‗facilities‘/services 
available on the estates and the responsibility for provision and maintenance (Table 
5.18). There are four main providers of infrastructure and facilities, namely: the 
housing estate (52% - infrastructure); outsourced contractors (19% - infrastructure); 
Government (five percent - utility); and residents or private individuals (24% - mainly 
facilities or services). These four groups are the major visible stakeholders in 
housing estates management.       
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Table 6.5: Infrastructures Provision and Maintenance in housing estates 
Axial 
Codes 
Infrastructures provision & 
maintenance 
Nature of Infrastructures  % 
5TA-1 Infrastructures provided and 
maintained by housing estates’ 
owners and maintained by their 
appointed in-house FM teams 
 
1) Buildings other than FM office  100 
2) Road network and drainage facilities  86.96 
3) Waste / refuse sites  84.0 
4) FM office and other ancillary buildings  83.33 
5) Residential buildings  83.33 
6) Streetlights  80.0 
7) Recreational facilities including sporting 
facilities  
80.0 
8) Boreholes and water related equipment   72.0 
9) Pipe borne water and installations) 71.43 
10) Social / event centres  65.22 
11) Swimming pool  38.10 
12) Fire service station   30.77 
5TA-2 Infrastructures outsourced to 
service providers / contractors 
13) Communication facilities  80.0 
14) Security gadgets  60.0 
15) Electric power generators and other related 
equipment  
50.0 
16) Swimming pool  47.62 
5TA-3 Infrastructures provided and 
maintained by government agency 
17) General electricity supply through Power 
Holding Company of Nigeria (PHCN) - though 
PHCN is now being unbundled.   
100% 
5TA-4 Infrastructures majorly provided 
by residents and/or private 
individuals 
18) Fire hydrant/fire alarm system in the houses 
(optional for residents). 
66.67 
19) Educational facilities  64.0 
20) Medical facilities (hospitals and clinics  54.54 
21) Market / shopping centre / corner shops  50.0 
22) Gym and health club  39.13 
 
Table 6.5 revealed the different ways through which infrastructures are provided and 
maintained in the 20 housing estates. These are:  
a) Infrastructures are provided and maintained by housing estates‘ owners and 
maintained by their appointed in-house FM team. 
b)  Infrastructures are outsourced to service providers / contractors 
c)  Infrastructures are provided and maintained by government agency  
a) Other infrastructures and/or service delivery options are either by the residents 
themselves or through individuals on commercial basis on pay as you use 
basis. 
 
Findings: The provision and maintenance of infrastructures in housing estates 
involved many stakeholders including housing estates‘ owners, FM team, service, 
providers/contractors, government agencies, residents and Residents Associations. 
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6.6.3  FM Performance measurement in housing estates   
Amaratunga & Baldry (2003: pp.171-189) described ‗performance measurement‘ as 
a process of assessing progress towards achieving predetermined goals, including 
information on the efficiency by which resources are transformed into goods and 
services, the quality of these outputs and outcomes, and the effectiveness of 
organisational objectives. This is an operational aspect of FM that measures 
performance of FM, but it links tactical with strategy – a sort of feedback system on 
FM operations. 
 
Table 6.6: FM performance measurement tools 
Axial 
Codes  
Status of Performance 
measurement tools 
Performance measurement 
tools 
Frequency  % 
5TA-5 Tools being fairly used in practice 1. User‘s satisfaction  13  50.0 
2. Building Performance 
Evaluation 
9  34.62 
5TA-6 Tools is seldom used  in practice 3. Post Occupancy Evaluation  6 23.08 
4. Benchmark  5 19.23 
5TA-7 Tools rarely used  in practice 5. Key performance index 1  3.85 
6. Statistical Quality Control 1  3.85 
5TA-8 Tools that have never been put into use  
in practice 
7. Balance Score Card -  
8. Range of Measures -  
 
Further analysis of the performance measurement tools in use in FM in housing 
management revealed an equal share being used fairly regularly, seldom used, 
rarely used, and never used (Table 6.6). It is also interesting to note that although 
service levels were mentioned several times by the respondents (Table A3-22, A3-
44, A3-46, A3-48, A3-61, A4-13, A4-40, A4-49) and identified as one of the tactical 
roles FM played in housing estates (4TA-2 in Table 6.4), it is not on the list of 
performance measurement tools (Tables 5.19 and 6.6). 
 
Findings: The analysis of the survey revealed that there was no clearly defined 
process by which performance was monitored and actions taken to address failures 
to meet set targets in some of the housing estates visited. This was more so for the 
non-profit based housing estates that were under the control of the Residents 
Association Executives.   
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6.6.4 Facilities audits and reporting 
The analysis of data contained in Table 5.20 shows that facilities audits undertaken 
in the housing estates surveyed were for the following main purposes:  problem 
identification; condition surveys; asset tracking and periodic evaluations; market 
testing (i.e. making sure that it remains cost effective by checking against what 
others are doing or benchmarking); and meeting legal and regulatory requirements. 
All these are indication of the existence of a pro-active, programmed maintenance.  
Furthermore, in Table 5.21, it was identified by at least 50% of the respondents that 
the audit report is used for the following purposes: planning purposes (80.77%), 
taking decision and/or problem solving (80.77%), presentation to upper management 
(69.23%) and storage/retrieval (50%). 
 
Further analysis of Table 5.20 showed that these purposes spread across strategic, 
tactical and operational FM roles (see Table 6.7). At strategic level, 27% reasons 
were identfiable; 73% were tactical; and 9% for operational reason. This further 
demostrated, and affirmed the fact that Facilities Managers were more visible at 
tactical level of FM (see Table 5.15 for details). Further analysis of the reasons for  
audit revealed that six ‗strategic‘ reasons were offered by the Facilities Managers 
(code 5TC-9); eighteen reasons were offered for ‗tactical level of FM (code 5TC-10); 
and two reasons were offered for ‗operational‘ FM        
 
Table 6.7:  Reasons for Facilities Audit 
Axial 
Codes  
Reasons for Facilities Audit  Indicative 
Level of FM  
5TA-9 1) To identify and infuse those requirements which are consistent with the 
developers/owners vision, mission and investment goals 
Strategic 
2) To inculcate cost control measures into infrastructures maintenance 
(including budgeting, life cycle costing) 
Strategic 
3) To appraise the role of FM in achieving the housing estate set standard Strategic 
4) To ensure that services are cost effective and consistent with legal and 
statutory requirements 
Strategic 
5) To enable long-term planning through constant appraisal of infrastructure 
needs and/or evaluation 
Strategic 
6) To enable the deployment of lifecycle and other financial analysis tools to 
determine the best course of action to correct observed deficiencies 
Srategic 
5TA-10 7) To identify problems likely to affect the safety and use of the housing 
estate and take immediate remedial action 
Tactical l 
8) Monitor all aspects of infrastructures maintenance need and upkeep so 
that the housing estate can operate at highest capacity.  
Tactical 
9) To carry out asset tracking, inventories and the periodic evaluations of 
the state of infrastructures generally 
Tactical 
10) Periodic monitoring the use of infrastructures in order to ensure that they Tactical 
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remain functional, safe and serviceable for continiued usage 
11) The documentation and the evaluation of the process, the strategic plan 
vis-à-vis the desired outcomes. 
Tactical 
12) To maintain accurate and up-to-date records of the outcomes of 
monitoring and inspections  
Tactical 
13) To make workable recommendations for improvements in the in the use 
of the estate infrastructures 
Tactical 
14) the regular evaluation of infrastructures and services to ascertain if they 
meet the original requirements efficiently 
Tactical 
15) To carry out comprehensive inspection survey of the entire housing 
estate to identify deficiencies and recommend proactive action that will 
prevent ontoward consequences in the immediate future 
Tactical 
16) To develop and refine maintenance schedule and progammes Tactical 
17) To develop recommendations for corrective action Tactical 
18) To carry out building performance evaluation   Tactical 
19) To make budget recommendations on the financial implication of pending 
works 
Tactical 
20) To carry out comprehensive assessment of facility needs, identify and 
evaluate alternatives 
Tactical 
5TA-11 21) To inspect the condition of the entire housing estate and make 
appropriate recommendations on maintenance and improvements 
Operational 
22) To carry out post occupancy evaluation; the data obtained aimed at 
improving future projects 
Operational 
 
Findings:  
1) Facilities audit is conducted in limited number of the housing estates surveyed, 
notably in the profit-based ones. 
2) Based on the information contained in Table 6.7 and the analysis therefrom, it 
could be inferred that ‗Facilities Audit‘ is more useful at the tactical level of FM 
in housing estates. This could be interpreted to mean that most activities 
revolve around the Facilities Managers and their reliance upon to drive the 
accomplishment of their respective housing estate goal(s).   
6.6.5  Information Dissemination 
Although information dissemination to members of the FM teams was considered 
effective, it was evident from the responses (Table 5.22) that many housing estates 
did not have in place:  
o effective emergency, evacuation and disaster recovery plans  
o facilities maintenance budgets for current and previous years  
o contracts for key facilities installations and critical building components with FM 
vendors; and  
o calendar of events, that is, the housing estates concerns are not event driven. 
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6.6.6  Functionality of infrastructures in housing estates 
Table 6.8, on functionality is looking at the extent of the overall fitness of installed 
infrastructures; the capability of serving a purpose well; or the quality of being 
functional. This is a further analysis (thematic analysis) of Tables 5.23 and 5.24. 
 
86% of the estates‘ infrastructures provided were considered to be functional going 
by the residents‘ assessment. However, this study revealed that less than 50% of the 
20 housing estates surveyed did not have these infrastructures in place. For 
instance, 51% and 66% of the respondents indicated the non-availability of 
swimming pool and fire station respectively. 
 
Table 6.8: Residents’ assessment of the functionality of infrastructures 
Axial 
Codes 
Status  List of infrastructures in order of their rankings Ranking  
6TA-1 Functional 
infrastructures 
Residential buildings 1 
Refuse dump sites / containers   2 
Road network 3 
Buildings in general use other that FM office 4 
Street lights 5 
Drainage facilities 6 
FM office and other ancillary buildings 7 
Communication facilities   8 
Sewage treatment  plant 9 
Boreholes and water related equipment 10 
Fire hydrant/fire alarm system in the houses 11 
Electricity generators and other related equipment 12 
Recreational/sporting facilities 13 
Security gadgets   14 
Pipe borne water and installations 15 
Educational facilities 16 
Gym and health club 17 
Medical facilities (hospitals, clinics, etc.) 18 
Market / shopping mall 18 
6TA-2 Not functional 
infrastructures 
Social / event centres 20 
Swimming pool 21 
Fire station 22 
 
Findings: Data analysis revealed that the available infrastructures were substantially 
functional thereby implying that they were well maintained. Furthermore, majority of 
the housing estates had existed for over ten years and there was need for the 
management to start planning refurbishment and/or remodelling some of these 
housing estates, especially the public housing estates. This is because some of the 
installed infrastructures were no longer functional, and the housing units had become 
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outmoded and some were in state of disrepairs. The functionality of infrastructures in 
the respective housing estate was assessed by respondents as ranging from good to 
excellent. 
 
6.6.7 Effectiveness of FM services in housing estates 
Sink and Tuttle (1989) define effectiveness as the ratio between actual output and 
expected output and involves doing the right things, at the right time, and with the 
right quality. Sumanth (1994) defines effectiveness as the degree of accomplishment 
of objectives - showing how well a set of results is accomplished; it is the extent to 
which customer requirements are met. Table 5.26 in chapter 5 presents a self-
assessment of the performance of the Facilities Managers and his team in the 
discharge of their functions in their respective housing estates.  
 
In the breakdown, at least 50% of the Facilities Managers ranked ‗general security of 
the housing estates‘ as the highest area in which they were most effective. Whereas, 
the ‗installation of security devices‘, was ranked a distant 10th by 17 Facilities 
Managers due to the fact that less than 40% of the housing estates surveyed had 
this infrastructure in place; whereas every housing estate surveyed had security 
personnel in place. Other services, ranked 19 to 43 on Table 6.9, were not available 
in most of the housing estates surveyed, especially, the public housing estates. They 
were however available in housing estates comprising of high-rise, multiple blocks of 
flats (Cases 2, 4, 9 & 17) and staff housing estates - Cases 16 & 20 - (Table 5.1). 
   
Table 6.9: Facilities Managers’ self-assessment of the effectiveness of FM 
services 
Axial 
Codes 
Status  List of FM Services  Rankings 
7TA-1 Effective 
FM 
services 
General security of the housing estate 1 
Cleaning of common parts and other cleaning services  2 
Helpdesk (i.e. a service that provides information and assistance to 
the residents and visitors alike) 
3 
General sanitation / cleaning of the environment 4 
Maintenance of buildings and their surroundings 5 
Environmental management services 6 
Fumigation services (including Infection and pest control services) 7 
Maintenance of the network of roads within the housing estate 8 
Solid waste collection and disposal services 8 
Street lights and maintenance 8 
Residents issues including response to complaints on repairs, 11 
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maintenance and other related issues 
Water supply and borehole maintenance 12 
General repairs of the housing estate 13 
Fire prevention and safety including systems support notably 
functional fire station, fire hydrant/fire alarm system in the houses; fire 
drills, etc. 
13 
Standby electric generator maintenance 15 
Septic tank/cesspools dislodgment services 16 
Painting and decoration (fence walls and buildings) 16 
Security devices including the installation of security gadgets such as 
video surveillance cameras support systems and patrols 
18 
7TA-2 FM 
services 
that were 
not very 
effective 
 
Graffiti (i.e. a rude decoration inscribed on walls) removal and 
prevention 
19 
Janitorial services (i.e. someone employed to clean and maintain a 
building) 
 
20 
Landscaping and grounds services 21 
Health and safety support services 21 
Lease management 23 
The provision of medical facilities (hospitals, clinics, etc.) 23 
Gym and health club management support services 25 
The provision of first aid box for staff, residents and visitors 25 
Caretaker (i.e. a custodian who is hired to take charge and monitor 
operations in the housing estate).  
25 
Porterage (i.e. guarding gate entrances) 28 
Crèche centre management 29 
Maintenance of central swimming pool (if any) 30 
Mailroom / mail service 31 
Messenger services 32 
Courier services  33 
Catering and hospitality services 34 
Laundry services 35 
Elevator service and maintenance (if available) 36 
Concierge (i.e. a caretaker who is resident in the housing estate for 
the purpose of  monitoring people entering and leaving the estate 
and/or  handles mail for residents and acts as janitor or porter). 
37 
Washroom/lavatory services 38 
Housekeeping services 38 
Running maintenance workshops.     40 
Operation and maintenance of recreational centres. 41 
Organising the purchasing and storing of building materials and other 
items.   
42 
Internal building maintenance. 43 
 
The result is an indication that security service was rated highest, while internal 
building maintenance function of the FM team was considered least effective. The 
internal building maintenance was the least because, whether owner-occupied or 
leased, the residents were obliged to take charge of internal repairs; this service was 
not part of the FM team responsibility. The only exception to the rule was for 
occupants of staff housing estates where the owning organisations of such housing 
estates took full responsibility for maintenance and/or repairs, i.e. Case 16. – CE(A) 
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– a private, non-profit based housing estate; however this situation is different in 
Case 20 – CB(B), a pubic, non-profit based housing estate.   
  
Findings: In terms of effective service delivery, security service was rated highest, 
while internal building maintenance function of the FM team was considered least 
effective. 
 
6.6.8 Residents perception of the FM team and level of satisfaction with FM 
services 
In comparing the self-assessment of the ‗effectiveness’ of the services provided by 
the FM teams (Table 5.26) with the level of perception and/or ‗satisfaction’ level of 
residents (Table 5.27), wide variances were observed in the responses. Facilities 
Managers‘ thought they were ‗effective in the provision of various services, whereas 
the residents were not so ‗satisfied‘ with these services. Table 6.10 contains the 
perceptions/satisfaction of the residents with the services being provided. The 
‗satisfaction‘ level was grouped threefold on the basis of the result of the analysis of 
the survey as follows:    
 
Table 6.10: The perceptions/satisfaction of the residents with FM services 
Axial 
Codes  
Level of 
satisfaction 
FM services provided in the 
housing estate                         
Ranking Comments 
7TA-3 Very satisfied General security  1 These services 
were common to 
every class of 
housing estates. 
This factor must 
have accounted 
for the ‗high 
rankings‘ for 
these services.  
Cleaning of common parts  2 
Helpdesk  3 
Overall maintenance of the housing estate 4 
Buildings‘ maintenance & surroundings 5 
Environmental management services 6 
Fumigation services, e.g. pest control, etc. 7 
Roads maintenance & drainage  8 
Solid waste collection & disposal services 8 
Quality of FM services being rendered  8 
Streetlights & maintenance 11 
Response time to complaints on repairs, 
etc. 
12 
General attitude of FM staff  12 
Water supply & borehole maintenance 14 
Fire prevention & safety  15 
7TA-4 Satisfied Infrastructures functionality & state of 
repairs 
16 These services 
were mostly 
available to 
profit-based 
housing estates. 
Seeking residents opinion  16 
Level of inconvenience during maintenance 
activities 
18 
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Procedures for reporting defects & getting 
work done 
19 Service charge 
and other 
maintenance 
leveies were 
reportedly 
charged and 
collected from 
residents on 
periodic basis.. 
Level of nuisance from staff/miscreants 20 
Standby electric generator maintenance 21 
Cost to users (i.e. money & time in reporting 
faults) 
21 
Septic tank/cesspools dislodgment services 23 
Regularity of user‘s survey  23 
Painting & decoration  25 
Installation of security gadgets, etc. 25 
Graffiti removal & prevention 25 
Porterage/janitorial services 28 
Landscaping & grounds services 29 
Health & safety support services 30 
Lease management 31 
Medical facilities (hospitals, clinics, etc.) 32 
Gym & health club management support 
services 
33 
First aid box & services 34 
Caretaker   35 
Crèche centre management 36 
Swimming maintenance  37 
7TA-5 Not satisfied Mailroom / courier service 38 These services 
were rarely  
provided. It is 
only in few profit-
based housing 
estates that 
these were 
provided.    
Bus shuttle services 38 
Catering & hospitality services 40 
Laundry services 41 
Elevator service and maintenance  42 
Washroom/lavatory services 43 
 
The analysis of data indicated that (i) FM teams were effective in doing their jobs; 
and (ii), FM is positively impacting on the respective housing estates. The overall 
maintenance of the entire housing estate was rated highest (A7-43 on Table 5.27), 
while Regularity of user‘s survey was rated lowest (A7-56 on Table 5.26).  
Furthermore, the ‗regularity of user‘s survey‘ rating thus confirmed the data obtained 
from Facilities Managers‘ as contained in Table 5.26. 
  
Findings: Regarding the satisfaction of redidents on service delivery, (i) FM teams 
were effective in doing their jobs; and (ii), FM is positively impacting on the 
respective housing estates. The overall maintenance of the entire housing estate 
was rated highest, while Regularity of user‘s survey was rated lowest.   
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6.7  SERVICE QUALITY IN HOUSING ESTATES 
Table 5.28 revealed that the residents regarded the FM team and other service 
providers as trustworthy (i.e. reliable, responsible, etc.) with regards to the services 
they provided (93.6%); the residents felt physically safe residing in their respective 
housing estates (93.3%); and that their FM teams possessed a good reputation and 
image with regards to the services they provided (92.7%). Other views expressed by 
the residents concerning their FM teams are contained in Table 6.10. 
 
Table 6.11: Service Quality in housing estates 
Axial 
Codes  
Element of service quality Number of 
Respondents 
% 
8TA-1 The FM team is always willing and ready to provide service when 
needed  
921 92.4 
The FM team possesses the requisite skills and knowledge to 
provide the agreed FM services and do all staff know and the 
ability to do their job  
921 92.4 
With regards to financial matters in the housing estate, the 
residents‘ counterpart monetary contribution towards facilities 
maintenance is safe with FM team  
919 92.2 
Going by the activities of the FM team in your housing estate, the 
FM team knew the specific needs of the residents  
911 91.4 
The FM team as presently constituted has the capacity to provide 
services in a safe and secure manner  
904 90.7 
FM team keep to appointment times  900 90.3 
FM team resolves problems quickly  899 90.2 
The FM team tailored their services/activities to meet the identified 
needs where it is practically possible to do so  
898 90.1 
Communication materials are tailored to the need of individual 
groups(ethnic minorities, visually impaired)  
884 88.7 
FM team keep the residents adequately informed in a language 
they understand  
883 88.6 
 
Findings: The information contained in Table 6.11 is an that, although, there may be 
shortcomings in certain areas of FM service delivery, the residents felt that the FM 
teams are doing their best within the circumstances prevailing in their respective 
housing estates.    
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6.8  VALUE ADDED / BENEFITS OF FACILITIES MANAGEMENT TO HOUSING 
ESTATES 
As shown in Table 5.29, at least 50% of the Facilities Managers interviewed revealed 
the following benefits or added value of FM in housing estates management: 
 
Table 6.12: The benefits of FM in housing 
Axial 
Codes  
Value added / benefits of FM to housing (on a scale of 1 to 5) Number of 
Respondents 
%  
9TA-1 Ensures simpler operational structures; and improve the identification and 
delivery of residents‘ needs  
19 76.0 
Ensures effective purchasing and contracting strategies  18 72.0 
Improve corporate image  18 72.0 
Offers strategic advice based on knowledge of client‘s business goals and 
objectives  
18 72.0 
Optimisation of the master plan  18 72.0 
Organisation an effectual organisational structure that plans, schedules and 
measures work activity and productivity  
18 72.0 
Maintain the operational fitness and value of the estate by timely and 
adequate maintenance and reduction of facility deterioration and 
obsolescence  
17 68.0 
Enhances corporate values through formulating and communicating 
strategic facilities policy  
17 68.0 
Helps Identify business needs and users‘ requirements  17 68.0 
Offer broader experience and best practice  17 68.0 
Provide effective space management within existing parameters and 
forecast existing parameters and forecast efficient utilisation  
17 68.0 
An effective FM ensures one stop shop approach for customers and has 
helped to address a number of outstanding issues that have a negative 
effect on morale and the better use of professional expertise and 
experience within the housing estate  
16 64.0 
Ensures the effective maintenance and refurbishment of residential 
accommodation to improve income generation conserve resources and 
reduce overheads  
16 64.0 
Establish a budget to achieve best value over the long term  16 64.0 
Gives the residents better value for money through enhanced service 
quality and consistency improvement in service delivery consequently 
leading to positive relationships with other stakeholders  
16 64.0 
Minimise equipment and structural failures  16 64.0 
Provides economically and efficiently for the present and future need of 
clients, either by arranging for reallocation of space within existing estate  
16 64.0 
Changes in management culture and responsibilities, based on 
collaboration and customer centred  
15 60.0 
Transferable skills are gained and FM teams are able to share good 
practice and learn from each other thus reduces the risk of having pre-
conceptions on how things should be done  
14 56.0 
The integration of FM has greatly helped ease compliance with quality and 
specifications  
14 56.0 
FM enhances manageability, flexibility, sustainability of new, existing and 
adapted infrastructures  
14 56.0 
Establish productive work process and low operating and maintenance 
costs  
14 56.0 
Planning and designing for continuous improvement and service quality  14 56.0 
Ensures cost efficiency  14 56.0 
Monitor and control the integrative planning and implementation to ensure 
performance satisfaction  
14 56.0 
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FM has helped put systems, skills and supports in place that enable quality 
work to be done and continuously progress toward excellence, thus 
ensuring an effective service delivery and financial control that centre on 
improving performance and maximising value for money  
14 56.0 
The integration of FM has made possible wider scope housing 
management activities  
13 52.0 
Offer service quality in support of business operations  13 52.0 
Provide support services to overall FM process  13 52.0 
The integration of FM has helped to ensure quality service delivery  13 52.0 
 
Findings: Data analysis revealed that FM is of immense benefit to the housing 
estates where it is practiced. Furthermore, the Facilities Manager posited that the 
practice of FM positively impacted on the general well-being of their respective 
housing estates and the general level of patronage being enjoyed. 
 
6.9  THE INVOLVEMENT OF RESIDENTS IN THE FM PROCESS 
Table 6.13:  Summary of the involvement of residents in the FM process 
Axial Codes  Variables  
10TA-1 Table 5.31 revealed that more tanants (59.98% of the respondents) presently 
reside in the housing estates that were surveyed as againt 38.62% of owner 
occupation.   
10TA-2 The information in Table 5.32 revealed that 59% of the respondesnts (i.e. 
residents) had been residing in their respective housing estates uo to 5 years; while 
the remaining 41% had lived in their respective housing estates for 5 years and 
above. In addition, 93.4% of residents are aware of FM, while  91.9% of residents 
are aware of the existence of  FM department in their respective housing estate of 
abode. 
10TA-3 Table 5.34 revealed some of the top reasons why esidents opted to reside in their 
respective housing estates to include aesthetics and serene environment‘ (78.1%); 
‗availability and suitability of facilities‘ (66.9%);  ‗availability and suitability of 
services‘ (63.5%) and ‗security‘ (53.2%) – these are regarded as FM induced 
reasons as they consititute some of the focus of FM in the various housing estates 
that were surveyed 
10TA-4 In Table 5.8 in chapter 5, 26.95% of the Facilities Managers interviewed indicated 
that they report to the Residents‘ Association Executives. The Table revealed that a 
good number (26.95%) of the housing estates are being managed directly by 
Residents‘ Associations and duly supervised by their elected executives. This is an 
indication that Residents‘ Associations; and by implication, the individual residents 
as well, are actively involved in the FM process.  
10TA-5 Table 5.35 in chapter 5 revealed that residents were obligated to pay service 
charge (88.2%); carry out internal repairs to their leased buildings (78.5%);  
repainting of the internal walls(77.4%) – this applies to mainly owner occupiers and 
those residents that are the sole occupants; and make monetary contributions to 
provide and maintain infrastructures (73.4%).   
 
Table 6.12 presents the various ways through which residents are involved in the FM 
process in their respective housing estates; these are: they report defects (Table 
5.25); they periodically made financial contributions with which to provide and/or 
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maintain infrastructures and service provision; they carry out their counterpart 
obligations in line with the service level agreement (SLA).     
 
Findings: Data analysis revealed the active involvement of residents in the FM 
process. In addition, residents constituted one of the major stakeholders in the 
housing estates that were surveyed.   
 
6.10  THE CHALLENGES OF FACILITIES MANAGEMENT IN HOUSING 
ESTATES 
High on the list of challenges confronting FM practice in the housing estates 
surveyed (Tables 5.36 and 6.13) was financial constraints. This and other emerging 
challenges are discussed in detail in chapter 8. 
 
Table 6.13: The challenges of FM in housing 
Axial 
Codes 
Nature of FM 
challenges 
FM Challenges in Housing Estates Ranking 
11TA-1 Strategic Financial constraints 1 
Stakeholders consensus on policy cum commitment to policy 
implementation 
5 
Decision making process and implementation 7 
Resources (manpower and materials) 9 
Organisation policy  12 
Lack of planned FM model/strategy 14 
Location of the housing estate 25 
11TA-2 Tactical Ill equipped workshops and inadequate manpower (i.e. skilled 
artisans) 
11 
FM operational guidelines cum bureaucratic procedures 13 
Management structure of the housing estate 16 
Organisation structure  and process 16 
Inadequate staff to man key positions in the FM department   18 
Lack of skilled personnel in FM departments / organisation 22 
Work process and coordination  25 
Facilities Manager‘s ability 28 
11TA-3 Operational Users / residents‘ behaviour 2 
Irregular payment of service charge by residents  3 
Undue delays in effecting repairs and attending to complaints, 
especially from residents 
4 
Increase in the intensity of use of the installed facilities  due to lack 
of expansion 
6 
High cost of facilities maintenance  7 
Indifference of owners of the housing estates to facilities 
maintenance 
10 
Use of poor quality components and materials 14 
Security issues 19 
Vandalism and theft 20 
Inter-departmental rivalry and lack of cooperation among FM staff  21 
Inadequate spare parts and working tools 22 
Inherent corruption cum lack of financial accountability 22 
Inefficiency of the FM staff  27 
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Findings: The result of the survey revealed that the housing estates have some 
challenges that hindered their effectiveness and thus the full realisation of the 
potentials of FM (Table 5.36). Further analysis of FM challenges revealed the 
strategic (11TA-1), tactical (11TA-2) and the operational nature (11TA-3).         
 
6.11 SUMMARY OF FINDINGS 
In this chapter, thematic analysis on the roles of FM in housing management was 
carried out. This research looked into the Facilities Managers, perspective of FM, the 
strategic roles, the evaluation of FM practice FM procurement and performance, 
functionality of infrastructures, effectiveness of FM services, FM service quality, its 
benefits, stakeholders participation and the challenges of FM practice in housing 
estates, among others. Summary of the key findings are:  
 The educational and professional backgrounds of the Facilities Managers 
indicated that FM in housing is multi-disciplinary in nature; with scope covering a 
wide range of disciplines, and not limited to any singular profession even though 
Estate Surveyors and Valuers featured prominently in the housing estates that 
were surveyed.  
 The perception of FM by Facilities Managers in the housing estates surveyed is 
a reflection of the scope of FM functions carried out in their respective housing 
estates.  
 With regard to the strategic, tactical and operational roles of FM departments in 
housing estates, the research revealed that having a clear-cut vision and 
mission statements have an influence on the success level of FM practice as 
these have assisted in shaping the focus of FM teams in housing estates that 
have these.  
 Data analysis revealed that the available infrastructures were substantially 
functional thereby implying that they were well maintained. Furthermore, majority 
of the housing estates had existed for over ten years and there was need for the 
management to start planning refurbishment and/or remodelling some of these 
housing estates, especially the public housing estates. This is because some of 
the installed infrastructures were no longer functional, and the housing units had 
become outmoded and some were in state of disrepairs. The functionality of 
infrastructures in the respective housing estates was assessed by respondents 
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as ranging from good to excellent (section 6.6.6). 
 .Data analysis revealed the active involvement of residents in the FM process. In 
addition, residents constituted one of the major stakeholders in the housing 
estates that were surveyed.   
 The result of the survey revealed that the housing estates have some challenges 
that hindered their effectiveness and thus the full realisation of the potentials of 
FM. These challenges cut across the strategic, tactical and operational levels of 
FM.  
Full discussion of these and other findings is contained in chapter 7. 
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CHAPTER 7: DISCUSSION OF RESEARCH FINDINGS 
 
 In light of emergent themes from the categorisation and thematic analysis in chapter 
6, the following under listed issues were discussed in this chapter as indicated as 
they relate to FM in housing estates management. The role of Facilities Managers 
(sections 7.1); Facilities Managers‘ perception of FM (section 7.2); vision, mission 
and goals (section 7.3); FM practice (section 7.4), the roles of FM (section 7.5); the 
strategic, tactical and operational roles of FM (section 7.6); benefits of FM (section 
7.7); the involvement of residents and other stakeholders in the FM process (section 
7.8); and the challenges of FM (section 7.8). 
 
7.1  THE ROLE OF FACILITIES MANAGERS IN HOUSING MANAGEMENT 
Facilities Managers are employed in diverse housing estates and their work 
schedule is often a reflection of the nature of the housing estate irrespective of the 
size of that estate with varying job titles as is the case in the housing surveyed. 
Responsibilities often cover several departments, as well as central services that link 
to all the teams in the organisation. The staff in the FM department/unit comprises 
professionals in various fields (such as Architecture, Quantity Surveying, Electrical 
and Mechanical Engineering, Building, Estate Management, Accounting; including 
professionals and non-professionals alike. Some Facilities Managers are employed 
in-house to manage some, or all of the FM functions in the estate.  
 
Facilities Managers performed diverse range of responsibilities, which are dependent 
on the nature, vision, mission and organisation structure of the housing estate. The 
Facilities Managers and their teams are involved in both tactical and day-to-day 
operations, particularly in relation to buildings and infrastructures maintenance, and 
service provisions. The facts that emerged from data analysis revealed that Facilities 
Managers played many roles in housing management. These are:    
 
  a)  Management of housing estates: In the management process, the FM team 
coordinates the general management of housing estates in the areas of 
security, sanitation, provision of constant water supply, etc.; mobilisation of 
residents to cooperate with the FM team and the regular payment of their 
service charges, development levies, annual subscriptions (this happens in 
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housing estates being managed through residents association executives. 
These and other roles are:  
(i) Enforcement of housing estates‘ rules and regulations: In order to ensure 
that all residents live together in peace and harmony considering their 
different background, religion, political, social, education, etc., there 
ought to be rules and regulations to guiding their respective behaviours, 
curtail the excessive attitude of some residents and prevent them from 
constituting nuisances among themselves and within the estate; and due 
penalties stipulated for defaulters.  
(ii) Performance of property management roles: These include: 
(iii) Collection of rent,  
(iv) Lease renewal and rent revision  
(v) Coordination of maintenance and repairs activities,  
(vi) Service charge administration: Service charge is a mandatory periodic 
subscription paid for services and facilities such as maintenance of 
pumping machine, electricity, generator, lift, central air conditioning, 
security arrangement, clearing of the septic tanks, cleaning and 
lightening of common parts, salaries of lift operators and cleaners etc. All 
these services are paid from the service charge account. 
 
b) Residents‘ complaints: Since FM role is delegated to the Facilities Manager and 
his team, they related with residents on matters arising more often. They 
understand their need, provide listening ears to their complaints and proffer 
solutions to them. 
c)   Advising their clients/employers on maintenance implications of designs for new 
buildings and infrastructures to be deployed. The FM team can generate more 
realistic capital plans and maintenance strategies based upon what they have 
and what they will need. 
d)   Ensuring functional infrastructures and effective utility services including wastes 
disposal; security and fire safety. 
e)  Health and safety is another important role of the FM team, as it will help to avoid 
danger, the safety of both staff and visitor or users of the facilities, ensure 
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security of the environment  the FM should flag off all danger areas (barricade 
and stop signs) and restrict uuathorised access to ‗danger‘ areas. 
f)   Consultations with residents to ensure active participation in the FM process. This 
will afford the residents and other stakeholders to be abreast of what has been 
done or being done for them and/or ensure that they are kept informed and given 
the opportunity to input as necessary. Some of the issues for which the FM team 
usually seek residents‘ cooperation include service level agreements (SLAs), 
infrastructures development/expansion, service quality, service standards, 
performance and/or disruptions, rent setting, policy that may significantly affect 
the residents and complaints procedures. The essence of the consultation is to 
afford the facilities managers and their teams to provide a comprehensive and 
responsive service to residents 
g) Making adequate provision for the safety of the residents by deploying security 
men as and when required in the housing estate.  
h) Periodically conduct facilities audit to assess functionality of infrastructures, their 
maintenance needs and adequacy.    
i)  Carry out routine inspections of infrastructures to enable prompt rectification of 
any detected fault.    
j)  Information dissemination, as may be required, to the housing estate owners and 
residents.  
k) They respond to residents‘ complaints; ensure that adequate repairs and 
maintenance are carried out promptly and ensure that infrastructures are working 
at installed capacity.  
 
7.2  DEFINITION OF FACILITIES MANAGEMENT IN HOUSING  
The definitions of FM outlined in chapter 2 under 2.2.3 could be summed up to mean 
that the major concern of FM is ensuring that the organisation‘s operations proceed 
unhindered by infrastructures breakdowns and service failures that could result in 
residents dissatisfaction. In the survey carried out, the Facilities Managers 
perception of FM is based on the scope of their functions in the respective housing 
estates and this is reflected in the Facilities Managers‘ choice of FM definitions as 
shown in Table 5.10 in chapter 5 and Tables 6.3 in chapter 6.  
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Grounded in the analysis of data obtained from the survey (chapter 5), the thematic 
analysis and findings and the evaluation of FM practice in the housing estates that 
were surveyed (chapter 6), FM as it relates to housing management is defined as 
follows:  
 FM is an integrated management process, the supervision and control of 
the operational elements of an organisation in a coordinated manner to 
enhance the optimal use of resources towards the realisation of 
organisation’s vision, mission and goal. Such operational elements include 
real estate assets; complementary infrastructures, integrated facilities 
services and other support services (see Tables 6.3 and 6.4).  
 
In this definition, the following underlined features of FM in housing subsist: 
a) Integrated management: FM is regarded as a specialised brand of 
‗management‘ that focus on ‗facilities‘ as defined under sections 2.2.1 and 2.2.2 
of chapter 2 of this thesis.  
 
b)  Integrated management process: Relating this to FM in housing, ‗process‘ is 
a series of informed roles carried out to effect the desirable changes in the 
estates assets, thus affirming FM as dynamic, non-static and responsive to 
changes in ―changing conditions‖ (Alexander, 1996); in other words, ‗as the 
situation demands‘. Here  the CEN definition (BIFM, 2012 – section 2.2.3) 
becomes relevant. In addition, the word ‗process‘ prominently featured in the 
various definitions of FM by the Department of the United States Army (1987), 
Alexander (1996), Building Owners and Managers Institute – BOMI (2002), 
Facilities Management Association of Australia – FMAA (2006), and the 
International Facility Management Association – IFMA (2003 & 2010) amongst 
others. 
   
c) Supervision and control: Within the context of FM in housing, this could be 
described as when the Facilities Manager assigns responsibilities to members of 
his team including the external service providers or contractors and suppliers; 
instructing them on how to do the assigned duty, the expected time frame, 
expectations with regard to standard/quality in order to ‗obtain value for money 
and ensuring non-deviation from his organisation‘s vision and mission.  
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d) Effective leadership: Arising from (c) above is the necessity for effective 
leadership and teamwork. Control and coordination involving some measure of 
authority and understanding, which the Facilities Managers in housing estates 
should ensure (section 2.6).  
 
e) Complimentary infrastructures: Within the context of FM in housing, these are 
viewed as those elements of an organisation necessary to give effect to its 
business operations. These infrastructures include road network (including 
pedestrian walkways, drainage system, streetlights, etc.), shopping centres 
(including supermarkets; corner shops and local markets), health and 
educational infrastructures, recreational centres/sporting infrastructures  
(including swimming pools, gymnasium, lawn tennis court, children play areas, 
football playing fields, etc.), boreholes and water treatment plants, sewage 
treatment plants, parking lots (for residents, visitors and FM teams), information 
technology (IT) infrastructures for effective communication and the enhancement 
of service delivery, security devises installations (including closed-circuit 
television cameras), fire service stations and equipment. See Table 5.17 
(chapter 5) and Table 6.7 (chapter 6) for details. 
 
f) Integrated facilities services: The European Committee for Standardisation 
(2006) described ‗integrated facility services‘ as ―a set of services that interact 
with each other‖. In housing estates, facilities services would include the 
provision of electricity with backup power supply, water supply and plumbing 
services, security services, fire fighting and prevention services, fumigation 
services, wastes disposal services, gardening and cleaning services. Others 
include infrastructures and building maintenance services, space and 
environmental management, fleet management, sewage system management, 
office administration including human resources management, contract 
management, health and safety services, cleaning, communication, records 
management and residents‘ management (including customer service, lease 
management and conflicts resolution among others).   
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g) Support services: Somorova (2007, p.95) described support services as ―all the 
other activities that do not belong to the main functional process of business 
activity but which create conditions for successful running of the core business‖. 
Aligning with this description, support services included bus shuttle services, 
telephone and internet services, chauffeur services, housekeeping services, 
medical facilities (hospitals, clinics, etc.), laundry services, washroom/lavatory 
services, catering and hospitality services. These outsourced services are 
rendered to further enhance the ‗comfort and convenience‘ of residents. See 
Tables 5.26 & 5.27 (chapter 5) for details. 
  
h) Strategic business goal. This indicated that there are goals to be achieved by 
the organisation consequent upon which a set of objectives are outlined, which 
FM helps to achieve (Then & Tan, 2006: pp.340-349). On the basis of this 
research, it could inferred that FM greatly enhances organisational effectiveness; 
it aids the evaluation of the contribution of excellent infrastructures and utility 
services as well as recognising the grave consequences of poorly managed 
infrastructures and poorly delivered services to business success. This realisation 
largely account for the premium attention now being paid to the ‗maintenance of 
standards‘ and strict adherence to the ‗service level agreements‘ in the housing 
estates that were surveyed, especially the profit based ones. 
 
The assurance of the availability of the infrastructures (as listed in (e) above) 
and the promise of ‗adequate provision‘ (in terms of sufficiency and regularity) of 
timely services (as listed in (f) above) are usually the selling points in attracting 
potential buyers and/or tenants to these housing estates (sections 5.8, 5.9, 5.12, 
6.5.2, 6.5.6 and 6.5.7 and Table 6.5). 
 
i) Infrastructures functionality: FM in housing carries the responsibilities of 
ensuring that every infrastructure works at their respective optimum installed 
capacity and at excellent working conditions thereby enabling their sufficiency 
for the benefit of its end-users - majorly, the residents. In this regard, FM in 
housing could be seen as a comprehensive approach (i.e. a coordinated and 
integrated approach); a total quality approach simulation for direction and 
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supervision of those operational elements geared towards ‗goals attainment‘. 
Therefore, the FM concept is a holistic phenomenon that has helped in ‗adding 
value‘ in terms of the benefits being derived from FM in the respective housing 
estates surveyed. FM has helped these housing estates in optimal utilisation and 
efficient use of resources and due observance of the set standard by the key 
players; namely, the owners, the FM teams and residents. This research 
revealed that one of the main reasons why the respective owners (i.e. the 
investors) of these housing estates decided to stay on and manage these 
housing estates through their appointed or employed Facilities Managers‘ and 
their teams in spite of having sold of the entire housing units that were built. 
Sections 5.11 and 6.7 are on the benefits of FM in housing for details.  
 
j) Multi-disciplinary in nature: As found in corporate FM (section 2.2.3), the 
Facilities Managers in housing management are multi-disciplinary in nature (sections 
5.2, 6.2 and 7.1) and perform roles that are similar to those in the corporate FM. The 
evidence of this is contained in sections 5.5, 6.3 and 7.5.  
 
7.3  VISIONS, MISSIONS AND GOALS OF HOUSING ESTATES 
The inference that could be drawn from sections 5.4.1 and Table 6.3 is that a 
mission statement informs on the fundamental purpose of establishing the 
respective housing estates; it concentrates on the present. Mission statement 
defines the customer and the critical processes in the respective housing estates. 
Mission statement informs of the desired level of performance. While vision 
statement outlines what the organisation and/or the FM department would want to 
accomplish; it focuses on the future; it serves as a source of inspiration to the FM 
team; and provides clear decision-making criteria. Therefore, vision and mission 
statements set the FM department‘s direction and provide guidance for the FM team. 
These statements simply mean what the organisation is all about (vision) and this is 
where the organisation is headed (mission). In order to effectively follow through with 
the vision and mission of the housing estate concerned, it is crucial to establish the 
FM department‘s policies and procedures that detail the desired expectations of the 
FM team for the respective housing estates.  
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Furthermore, sections 5.4.2 and 6.3 revealed that the primary goal of many of the 
housing estates that were surveyed is to provide a unique, quiet, safe, serene, 
secured and clean residential environment; and to enhance conducive living for its 
residents. The examination of the data collected revealed that the basic objectives of 
the housing estates are to provide a very good housing environment, complete with 
well-maintained infrastructures and services that would complement the housing 
estates. Additional goals and objective include ensuring proper utilisation of available 
resources (human, funds and equipment) and organisational effectiveness through 
quality service; and reduce cost of providing services, improve on housing conditions 
including its environment, increase the efficient use of available recourses  and 
consequently, to enhance the value of the assets. 
 
 
7.4  FACILITIES MANAGEMENT PRACTICE IN HOUSING ESTATES 
The emerging fact mined from the data obtained from the survey is that, the 
management character of the various housing estates differs in accordance with the 
vision, mission and goals of their respective owners. This research revealed that, 
while management activities in privately owned housing estates come in a more 
straightforward manner involving direct dealing with the residents, management 
issues are more complex in public housing estates because the Facilities Managers 
take directives from their parent organisation as it concerns dealings with the 
housing estates over which they superintend, and by implication, with the residents. 
This being the case, it is the role of FM team, irrespective of size and scope of 
functions, to coordinate and oversee the safe, well-secured, and environmentally-
sound operations and maintenance of the available infrastructures within their 
sphere of operations; in a cost effective manner aimed at long-term preservation of 
the asset value. 
 
7.4.1 Scope of Facilities Management Practice in Housing  
Having clearly distinguished between facilities management (FM) and property 
management (PM) in section 2.12 of this thesis, it is important to examine if FM is 
actually being practiced as claimed in the twenty housing estates that were 
surveyed. The International Facility Management Association (IFMA, 2006) broadly 
categorised FM functions into the following core areas: operation and maintenance, 
279 
 
real estate, health and environmental management, planning and project 
management, leadership and management, finance, quality assessment and 
innovation, communication and technology. Table 7.1 indicates the scope of FM 
practice in the respective 20 housing estates that were surveyed; while Table 7.2 
contains aspect of the scope of FM not presently covered by some housing estates 
based on the indicative scope of FM by IFMA as well.  
 
Table 7.1: The scope of FM practice in housing estates 
Core 
Competencies 
Sub-core 
Competencies 
Code Functions 
REAL 
ESTATE (RE) 
Management and 
implementation of 
the housing 
estate master 
plan 
 
RE1 Manage the development and implementation of a master plan for the 
housing estate 
RE2 Maintain the housing estate  master plan 
RE3 Evaluate and recommend action on development decision 
Managing the 
housing estate 
 
RE4 Manage the acquisition / disposition of company leased and owned 
property 
RE5 Evaluate and recommend action in development decision 
RE6 Direct highest and best use studies 
RE7 Evaluate the effect of economic change on the housing estate 
RE8 Evaluate the effect of facility change in different business unit   
RE9 Manage the housing estate leased portfolio 
RE10 Maintain the housing estate documents 
RE11 Manage development support services and other functions 
HUMAN AND 
ENVIRONMENT
AL FACTORS 
(HEF) 
Development and 
implementation of 
practices that 
promote and 
protect health, 
safety, security, 
the quality of work 
life, the 
environment &  
organisational 
effectiveness 
 
HEF1 Evaluate and manage the facilities’ support of the organisational 
goals and objectives 
HEF2 Monitor changes in laws and regulations 
HEF3 Ensure the facilities and its operation complies with law and 
regulation 
HEF4 Monitor and assure change in the housing estate functions and 
services 
HEF5 Monitor changes in people who uses and visit the facilities 
HEF6 Monitor information and trend about human and environmental 
concerns 
HEF7 Provide training to maintain safe and effective use of the housing 
estate’s including its installed infrastructures 
HEF8 Direct the development and the administration of environmentally 
conscious programme 
HEF9 Conduct due diligence study 
Development and 
management of 
emergency 
preparedness 
procedure 
HEF10 Develop emergency plan 
HEF11 Assured people are trained in emergency procedure 
HEF12 Assured all emergency systems and procedures are tested as 
planned 
HEF13 Assure emergency drills are conducted 
HEF14 Develop disaster recovery plan   
PLANNING 
AND PROJECT 
(PP) 
Development of the 
housing estate plan 
 
PP1 Interpret the overall business goals and corporate strategies used to 
accomplish these goals 
PP2 Develop long term, interim and short term facilities plan in the estate 
PP3 Maintain long-term, interim and short term facilities plan 
PP4 Evaluate long-term, interim and short term facilities plan 
Planning and 
management of all 
phases of project 
 
PP5 Define the scope of the project 
PP6 Identify the project team 
PP7 Develop the project plan   
PP8 Generate the alternative strategies 
PP9 Identify needed resources 
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PP10 Develop bid specification 
PP11 Set compliance and performance criteria 
PP12 Secure necessary resources 
PP13 Develop and coordinate the approval process 
PP14 Coordinate project task 
PP15 Monitor the project 
PP16 Identify and evaluate changes 
PP17 Control change orders 
PP18 Evaluate result of the project 
Manage programming 
and design 
 
PP19 Manage the programming phase 
PP20 Evaluate the adequacy of the programme 
PP21 Manage the design phase 
PP22 Evaluate the design 
Managing construction 
and relocation 
 
PP23 Manage construction project 
PP24 Evaluate how well construction project meet business needs 
PP25 Manage relocation project  
PP26 Manage how well the moves are performed   
LEADERSHIP 
AND 
MANAGEMENT 
(LM) 
Planning and 
organisation of the 
housing estate 
functions 
LM1 Create a mission for the housing estate  
LM2 Assess business trends  
LM3 Plan the housing estate’s activities  
LM4 Organise the housing estate’s activities  
Managing the 
personnel assigned to 
the housing estate 
 
LM5 Plan staffing needs and requirements. 
LM6 Hire, contract, re-assign, re-train, re-size  
LM7 Coordinate personal assignment, as contracted services 
LM8 Evaluate performance  
LM9 Support personnel development 
LM10 Provide leadership  
Administration of the 
housing estate 
 
LM11 Administer policies, procedures and practices  
LM12 Administer the acquisition distribution and use of material 
resources  
LM13 Maintain document system  
Managing the delivery 
of housing estate 
services 
LM14 Plan the delivery of services  
LM15 Assure services and delivery  
LM16 Evaluate service delivery  
FINANCE (F) 
Managing the finances 
of the housing estate 
 
F1 Analyse financial information  
F2 Manage chargeback system  
F3 Prepare the budgets  
F4 Monitor revenues and expenditure to contain cost  
F5 Manage the financial obligation of the housing estate 
 
QUALITY 
ASSESSMEN
T AND 
INNOVATION 
(QAI) 
Managing the process 
of assessing the 
quality of services and 
facilities effectiveness 
QAI1 Assured customers surveys are conducted. 
QAI2 Assure process are documented  
QAI3 Select method to collect data  
QAI4 Establish standard  
QAI5 Analyse data  
QAI6 Improve the facilities and service delivery process  
QAI7 Monitor and promote the quality process  
Managing the 
benchmarking process 
 
QAI8 Establish the benchmark  
QAI9 Determine the potential for improved performance 
QAI10 Integrate findings into FM functions and business goals  
QAI11 Comply with the law and regulations  
Management and audit 
activities 
QAI12 Conduct internal audit  
QAI13 Conduct mandatory audit as required by regulation  
Management of 
developmental efforts 
to make innovate 
improvements in 
QAI14 Investigate ways to improve on service delivery in the housing 
estate  
QAI15 Access risk and opportunity (ies)    
QAI16 Conduct pilot test when developing new procedure  
281 
 
facilities and other 
related services 
 
COMMUNICATI
ON (C) 
Effective 
communication 
 
C1 Use effective communication strategy  
C2 Give directions  
C3 Actively clarify interpretation and confirm understanding  
C4 Make oral presentation  
C5 Actively listen   
C6 Present information visually  
C7 Communicate writing  
C8 Use communication technologies  
C9 Conduct effective meetings  
C10 Comprehend graphics and writing information  
C11 Comprehend financial and technical information  
C12 Negotiate for service, resources, information and commitment  
C13 Establish personal and professional network  
 
TECHNOLOGY 
(T) 
Plan, direct, manage 
facilities management 
business and 
operational technology 
 
T1 Monitor information and trend related to FM technology  
T2 Identify and interfere with internal and external accountable 
resources  
T3 Identify evaluation criteria, evaluate and recommend FM 
technology solution  
T4 Assess how changes to FM technology will impact current 
infrastructure, process and building system  
T5 Plan for and oversee acquisition, installation, operation, 
maintenance, upgrade and disposition of components 
supporting FM technology  
T6 Recommend and communicate policies  
T7 Establish practice and procedures  
T8 Develop and implement training programme for facilities and 
ancillary resources  
T9 Monitor performance of FM technology and make appropriate 
recommendation and modifications when needed  
T10 Manage corrective, preventive and predictive maintenance  
T11 Develop, test and implement when necessary, emergency 
procedure and disaster recovery plans  
Plan, direct, manage, 
and or support the 
organisational 
technological 
infrastructure 
 
T12 Monitor information and trends related to technological 
infrastructure. 
T13 Identify and interfere with internal and external accountable 
resources  
T14 Contribute a FM perspective to the identification of evaluation 
criteria, the evaluation and recommendation of the 
organisational technological infrastructure  
T15 Assess how changes being made by other resources to 
infrastructure technologies will impact current infrastructure, 
process and building system  
T16 Direct manage and/or support the acquisition, installation, 
operation, maintenance, and disposition of components 
supporting infrastructure technology  
T17 Manage or participate in the development of policies, 
practices and procedures  
T18 Manage and participate in development and implementation 
of training programme for staff and ancillary resources 
 
See appendix 4 of this thesis for further details.  
 
Apart from the above, few other housing estates appeared not to cover these other 
areas of FM - see Table 7.2 below. 
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Table 7.2: IFMA indicative scope of FM not covered in certain housing estates 
Core areas 
of FM 
Specific 
functions/activities 
not covered 
Codes of 
Housing Estates 
concerned 
Remarks 
Real estate RE4: Managing the 
acquisition/dispo
sal of company 
leased & owned 
property  
10, 16, 18 & 20 These housing estates are basically 
bought and occupied on ownership 
basis (10 &18) or strictly company-
owned staff housing (16 & 20).  
RE6: Direct / highest 
& best use 
studies  
16 & 20 These housing estates are strictly staff 
housing estates; they are not profit 
based. The issue bothering on highest 
and best use does not arise due to their 
nature.   
RE7: Evaluate the 
effect of 
economic 
change on the 
housing estate 
16, 18 & 20 This situation has no bearing on these 
housing estates because of their 
status; inter alia staff housing (16 & 20) 
and bought and then occupied as 
owners (18).   
RE8: Evaluate the 
effect of facility 
change in different 
business unit 
5, 6, 7, 16 & 20  This situation has no bearing on these 
housing estates because of their 
status; inter alia staff housing (16 & 20) 
and bought and then occupied as 
owners (5, 6 & 7).   
RE9: Manage the 
housing estate 
leased portfolio 
16 & 20 These housing estates are strictly staff 
housing estates; they are not profit 
based. 
 
Leadership 
& 
management 
LM1: Create a mission 
for the housing 
estate  
3, 7, 11, 13, 15, 
17 & 18 
These FM teams in the respective 
housing estates have no clue as to of 
what these statements are. But this 
may not be an indication that the 
organisations concerned do have 
‗vision‘ & ‗mission‘ statements.                                                    
LM2: Assess business 
trends 
16 & 20 These housing estates are strictly staff 
housing estates; they are not profit 
based. 
Finance F4: Monitor revenues & 
expenditure to 
contain cost 
16 & 20 These housing estates are strictly staff 
housing estates; they are not profit 
based. 
 
The emerged fact from the above is a pointer to the extent that FM practice has been 
entrenched in housing management. Out of the 9 core and 20 sub-core 
competencies of FM as defined by IFMA (Table 7.1), these were fully covered in 
housing management. Furthermore, out of 119 IFMA indicated areas, only 8 areas 
appeared not fully covered (Table 7.2); this represents seven percent of IFMA 
indicated areas FM not covered by few of the case study areas. This is an indication 
that FM is substantially integrated into housing management as it covered every FM 
indicated areas by IFMA.   
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7.4.2  FM procurement methods  
Sections 5.6.1 and 6.5.1 are on the identification and evaluation of FM procurement 
methods and policies adopted in the management in housing estates. Many of the 
housing estates made use of both the in-house (FM teams) and the outsourcing 
(contract service providers) FM practice. This is because when there are more 
hands, it provides for a better satisfaction of their customers. Also, the in-house 
Facility Managers might not have all desired level of knowledge, hence the need for 
the outside consultant or specialist. This practice has enabled these housing estates 
to obtained maximum benefit in the use of FM. This is in realisation that the goal of 
establishing each housing estate differs so also is the management style employed, 
which may consequently account for varying results or expectations.  
 
There are housing estates where FM services were undertaken by outsourced 
service companies with the active involvement of the residents. Even though some 
(owners) / buyers are not residing in these housing estates, the Facilities Managers 
in these housing estates reported that they were actively involved in the day-to-day 
running of the housing estates concerned, albeit by proxy. Their participation is 
mainly through the periodic payment of agreed service charge including other 
statutory levies (such as tenement rate and land use charge) and occasional 
development levies. 
 
7.5  THE ROLE OF FACILITIES MANAGEMENT IN HOUSING  
‗Role‘ as it relate to FM is defined in section 2.3 of this thesis.  Relating the concept 
of FM (section 2.2.3) to housing, it could be said that the end result of good 
management will be to provide the organisation concerned with the required housing 
management effort at the least cost. This will result from technical proficiency of the 
individual artisan, effective administration and operational proficiency of the FM 
department within an organisation; and the quality of leadership that will be provided 
by the Facilities Manager.  
 
Section 7.2 is indicative of the whole essence of FM in housing, and as variously 
described, this is in alignment with corporate FM based on the existing literature. FM 
industry is also responsible for ensuring that services are delivered in a way that 
contributes to the productivity and profitability of the building occupants, as well as 
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improving returns for owners and investors. The range of services that were provided 
included building services such as repairs and maintenance, security and cleaning 
as well as more highly technical services. It could therefore be inferred that the 
primary role of FM is the operational role as this constitutes the most visible part of 
FM practice in housing estates that were surveyed. This operational role supports 
the basic routine and regular needs in these housing estates. On the other hand, FM 
involves several strategic issues such as property asset portfolio management, 
strategic property decision, and facilities planning and development – these relate to 
policy and strategic plan of the housing estates concerned.  
 
 The various identifiable roles that FM currently plays in housing in Nigeria, 
particularly in the housing estates surveyed, were discussed below.   
7.5.1  Infrastructures maintenance management 
In the twenty housing estates that were surveyed, it is apparent that the owners and 
the FM team were making reasonable effort to maintain the integrity of all its 
buildings and infrastructures within the set standards and guidelines of governmental 
environmental laws, health and safety and other statutory regulations. In addition, 
the FM team regularly conducts regular inspections, and initiated appropriate 
corrective actions to remedy any identified faults. Residents in these housing estates 
have the responsibilities to initiate service/maintenance requests. Facilities Manager 
reviews all requests and appropriate action is taken as deemed necessary. The 
authenticated and approved requests are then forwarded to the relevant 
maintenance unit to attend to the needed maintenance works either through in-
house FM team or contracted out depending on the circumstance and the nature and 
scope of work required. The maintenance of relevant buildings and structures are 
scheduled, planned and executed. For instance: 
 The paintings of road kerb-stones, road markings, etc. are periodically carried 
out.  
 Routine operation of installed service utilities such as standby electric power 
generators, boreholes and water treatment plants, providing trained operators 
and fuelling. 
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 Decorative, structural and routine repairs of the building structures and external 
works as well as the desired replacement of electrical and sanitary fixtures and 
fittings.  
7.5.2  Essential services Provided in housing estate 
7.5.2.1 Asset management 
These include the following: 
(i) Strategic planning including building acquisitions, new developments, 
leasehold management, and building/land sales transactions.  
(ii) Project and programmed delivery 
(iii) Process re-engineering and performance improvements 
(iv) Residents engagements and consultations 
(v) Portfolio  management reviews 
(vi) Procurement / supply services 
(vii) Service and contract reviews 
7.5.2.2 Housing management services 
The identified roles are as follows:  
i) collection of rent and service charge in case of leased apartments or the 
collection of ground rent and management fees / development levies / 
residents‘ levies in case of owner-occupied housing units;  
ii) ensuring the settlement of utility bills in respect of electricity, water, telephone 
as well as other outgoings such as property rates (land use charge in Lagos 
State), income tax on rental income in respect of leased properties, withholding 
tax and other statutory charges; 
iii) conducting infrastructures and housing conditions‘ audits contract management: 
These activities include preparation of bids, contracts awards, contracts 
monitoring and evaluations, and payments approval on completion, legal 
documentations of contractual relationships;.  
iv) coordinating a security program;  
v) maintaining residents and public relations including prompt attendance to 
complaints;  
vi) developing a working relationship and engagements with residents;  
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vii) human resources management including recruiting, training and supervising of 
staff; 
viii) financial management including revenue generation and budget 
implementation; 
ix) overseeing housing improvements programmes;  
x) enforcing provisions of development and occupation leases;  
xi) space management including space inventory, space planning and usage, 
notably in recreational parks, event centres, shopping malls and FM offices; and  
xii) records management including audit reports of infrastructures‘ operational 
conditions and financial records; 
xiii) routine inspection of the housing estates and its services to ensure use 
compliance and constant familiarisation with the state of repairs; 
xiv) Organising periodic and appropriate briefing and training sessions for FM staff 
and major stakeholders; and 
xv) The preparation of periodic reports for submission to owners/shareholders. 
7.5.2.3  Security services 
Given the peculiarity of urban centres or megacity like Lagos, Nigeria and the 
consequent social, political and economic environments, security constitutes another 
important FM role as evident in the housing estates surveyed. Depending on the 
nature of the housing estates – whether public or private; sound technical proposal 
on the security role meant to protect lives and property would involve a combination 
of the following specific tasks: 
i) Putting in place effective security watch and patrol system possibly on 24 hours 
daily basis. 
ii) Advising on the installation and operation of appropriate electronic devices 
including. Intercom system, close circuit television, fire alarm system and 
smoke detector among others. 
iii) Control of human traffic. These include the residents, visitors and FM team 
(including service providers). 
iv) Advising periodically on the commensurate insurance policy cover on both the 
structures and their contents. 
v) Periodic arrangement of fire drills.  
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In practice, the size and nature of the housing estate largely determines the 
preference to use either in-house personnel to perform security function or to 
contract it out partially or wholly as is the case in most of the housing estates that 
were surveyed. These  housing estates observably attached much importance to the 
safety and the wellbeing of the residents. Consequently, the housing estates 
adopted well-defined process to ensure the delivery of safe, reliable, customer-
friendly security service. The housing estates‘ security personnel provide 24-hour 
security coverage at strategic locations within and around the respective housing 
estates in close collaboration with the Nigerian Police. Access control procedures 
into the respective the housing estates are designed and strictly followed. Apart from 
this, other security measures put in place in these housing estates include:  
 Residents‘ identity card 
 Issuance of car stickers 
 The issuance of visitors and artisans security gate passes 
 The maintenance of visitors register:  
 Installations of CCTV surveillance cameras at strategic locations within the 
estates, physical barriers for restricted areas to ensure safety of live, prevent 
theft and arson.  
7.5.2.4  Wastes management services  
These include solid wastes collection and disposal; and sewage treatment and 
dislogement. This role ensures the regular collection and disposal of solid wastes 
and timely evacuation, treatment of sewage from septic tanks and soak-away pits 
and its proper disposal afterwards. Some of the housing estates surveyed appeared 
to have good waste management systems in place. Solid wastes from the housing 
estates are collected daily into specially made refuse bags and plastic waste bins. 
The housing estates surveyed ensure strict compliance with State Government 
Environmental Rules and Guidelines in collecting and disposing of wastes (both solid 
and liquid wastes) generated. In addition, fumigation is carried out on schedule and 
in line with the respective housing estates‘ safety, health and environmental policy to 
hunt and exterminate vermin including cockroaches, lizards, mosquitoes or rats), 
snakes and any other life threatening reptiles. This service is contracted to 
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accredited contractors on call-off contract arrangement in most of the housing 
estates surveyed.  
7.5.2.5  Environmental safety and management services 
The aesthetics of the housing estates and their surroundings depict that it is well 
planned and maintained. The management team in the respective housing estates 
maintains all the green areas including flower beds. This effort is often 
complemented by the Gardeners employed by individual Resident to handle the 
regular maintenance of lawn and flowers around each housing unit. This approach 
proves cost-effective as it relives the housing estates of the burden of labour related 
responsibilities. The responsibility of maintaining flowers, lawn and the cleaning of all 
estates‘ roads and common parts such as the pedestrian walkways and recreational 
parks in most of the housing estates is vested directly in the FM team and/or handled 
through accredited and registered local contractors. 
 
Some of the specific tasks involved under this role include the following: 
i) Daily cleaning both internally and externally including all the conveniences, 
operational spaces, parking lots and common parts.  
ii) Grounds maintenance including nurturing the lawns, general landscaping, 
weed control and paved outdoor areas. 
iii) Environmental hygiene, health and safety including pollution control, periodic 
fumigation and pest control. 
7.5.2.6  Information management 
FM provides information for decision-making at the strategic, tactical and operational 
level. Primary resources within the core business process, which consists of 
activities to transform inputs to outputs. In the housing estates that were surveyed, 
there is effective line of communication among the different stakeholders. 
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7.6  THE STRATEGIC, TACTICAL AND OPERATIONAL ROLES OF FACILITIES  
MANAGEMENT IN HOUSING  
According to the Scottish Higher Education Funding Council (2000), institutions that 
want to gain the benefits of FM need to adopt a planned approach that takes into 
account management input, evaluation of options, implementation of costs and 
periodic reviews. As stated in Sisailmayhd (2000), FM must link strategically, 
tactically and operationally to other support activities and primary activities to create 
value.  The ‗activities‘ at different levels of FM in housing are discussed below: 
a) Strategic – The strategic level has a responsibility on the result and its 
profitability. The work is carried out for instance by planning, modelling and 
simulation. Strategic FM investigates alternative ways of doing things and 
eventually produces a plan for doing it. These processes are often creative and 
require human cooperation; thus, alternative generation and selection from an 
alternative are very critical activities.  These are required in order to ensure the 
realisation of the vision, mission and goal of the housing estate concern. These 
strategic roles helped define the duties of FM teams and the obligations of other 
stakeholders in housing estates. These strategic roles are:  
i) reduce waste to a minimum and thereby maximise profit. Achieing this goal 
will require that appropriate policy is put in plce. The managemet of the 
housing estate concern may need to decide on the appropriate procurement 
the will ensure cost saving measures. In this regard, decision could be that 
in-house and/or outsourcing will be employed to execute certain work 
depending on cost implication and the nature of expertise required in 
executing the job at hand.    
ii) from (i) above, appropriate resources will need to be put in place to ensure 
goal realisation through effective monitoring all aspects of work order. This 
way, infrastructure maintenance and upkeep will be ensured so that the 
housing estate can operate at highest capacity. Others include : 
iii) the formulation, revision and communication of facilities policy whenever it is 
deemed necessary ;  
iv) the identification of facilities needs and user requirements ; 
v) the continual monitoring and the implementation of the strategic and 
operational plans on on-going basis;  
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vi) have a clear vision and understanding of long-term strategy rather than a 
short-term focus on tactics;  
vii) proper education of the facilities management team about all manner of 
standards and procedures in every aspect of the housing estate 
management including residents‘ management and effective handling of 
complaints; and  
viii) ensuring that issues such as corporate values, strategic themes, the desired 
goals to be achieved, initiatives and appropriate action plans components 
are properly defined for the purpose of clarity. 
 
b) Tactical: The examination of the dada collected revealed that the facilities are 
more visible at this level of FM. This is an indication that Facilities Managers are 
relied upon to drive the process in terms of policy implementation, monitoring and 
ensure effective reporting back system to the higher management. As obtained 
from the data, some of the tactical roles of FM in housing estates are: 
i) The continual monitoring and the implementation of the strategic and 
operational plan on on-going basis. 
ii) The creation of effective and workable service partnerships among the 
various stakeholders. 
iii) The planning and designing for continuous improvement of service 
quality. 
iv) Ensuring that the divergent processes, procedures, and standards 
present in the housing estate complement rather than interfere with one 
another.  
v) The systematic service appraisal on periodic basis with emphasis on 
quality and standard of facilities, value enhancement and the attendant 
risk – all these in consonant with the agreed service level agreement. 
vi) Ensuring that the housing estate receives the most it can for its facility-
related expenditures. This is often done through standardisation of 
organisation‘s needs so that high-volume purchases of necessary spare 
parts can be made.  
vii) Develop, implement and manage a capability comprising technical 
expertise, methodologies, computerised systems and data that enables 
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decision making on performance of buildings and services, extent of 
properties and use thereof. 
 
The negotiation of service level agreements between the various 
stakeholders: The stakeholders here are the clients (the housing estate 
owners), residents, service providers and the FM teams. Research revealed 
that these stakeholders have their respective roles to play in the FM process 
in the housing estates.  
 
c) Operational level. As obtained from the survey carried out, the operational 
level entails general cleaning, security, fumigation and pest control, 
environmental management, building maintenance, wastes management 
(refuse and sewage), helpdesk services and attending to residents‘ complaints. 
Other activities at operational level of FM include infrastructure maintenance, 
janitorial services and monitoring operations, lease management, health and 
safety, first aid services, gym and health club support services, courier 
services and bus shuttle services. These activities ensured that the housing 
estate can operate at highest capacity.  
 
7.7  BENEFITS OF FACILITIES MANAGEMENT IN HOUSING  
The roles of FM in a typical housing estate have the potential for ensuring beneficial 
returns to the investors/owners and residents of such housing estate. FM in housing 
has brought about the following value added or benefits:  
(i) FM has been able to support the provision of houses that live up to the 
residents‘ expectation; it provides houses that bring satisfaction to the 
residents in terms of quality, infrastructures, neat and secured housing 
environment.                            
(ii) FM as practiced in housing estates has enabled the housing estates to be 
better managed. Efforts are regularly made to educate the residents on the 
required safety standards and the need for judicious use of every infrastructure 
provided. Residents‘ safety is ensured by using caution signs such as vehicle 
speed limits, flagging off including the use of danger signs where necessary 
and other legible markings, which stands as warnings. Environmental hygiene 
is maintained through regular cleaning and prompt wastes disposal.  
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(iii) FM has been able to improve and sustain the use of residential houses in the 
Lagos State and its neighbouring States, especially Ogun State. The practice 
of FM in most of the housing estates surveyed revealed the existence of a 
programmed maintenance schedule whereby experienced contractors are 
invited to carryout periodic services on electric power generators, water 
pumping machines with operators dedicated to them. The continued practice 
has translated to long lasting equipment and housing units that is being used 
sustainably. 
(iv) Effective FM service delivery helped to provide a sense of security to the 
residents in the housing estates. Entry and exits of all visitors, residents is 
effectively monitored in all the housing estates surveyed. 
(v) FM has helped enhance FM team productivity by creating a good working and 
living environment in the housing estates. Power supply is steady as well as 
water supply; hence; the residents enjoy their occupation with minimal 
complaints. 
(vi) FM practice in most housing estates, especially, private ones, has helped to 
enhance the properties‘ value in that it is well managed, and therefore, it has 
been attracting demand on continuous basis in spite of upward trend of selling 
prices. 
(vii) FM has helped in the provision of houses which could stand the test of time, as 
well as increasing the lifespan of installed infrastructures within housing 
estates. This is because of the efficient maintenance program. Long lasting 
infrastructures will definitely add to the creation of wealth and opportunities by 
the residents over time.  
(viii) FM has helped ensure the provision of functional infrastructures, the provision 
of effective services and housing units that were habitable in safe and healthy 
environment. Efforts are made to educate the residents on safety standards 
and the required precautions to be observed by residents in the use of installed 
infrastructures. Safety consciousness is created using caution signs such as 
speed limits, danger signs and other legible markings, which stand as 
warnings. Environmental hygiene is maintained through regular cleaning and 
regular waste disposals. 
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7.8  STAKEHOLDERS ROLES IN FACILITIES MANAGEMENT PROCESS IN 
HOUSING 
In housing estates, the stakeholders have roles as owners/shareholders, owner-
occupiers, tenants/lessees, service providers and/or suppliers, etc. Each stakeholder 
has an impact on the successful achievement of the organisation‘s vision, mission 
and goal; and these ought to be clearly defined and made known to those 
concerned. This is paramount because of the intertwined relationship between the 
needs of the organisation as an entity and the needs of its many stakeholders.  
 
Nielsen et al (2012) identified the different actors in housing as those ―inside the 
organisation (administration, operation staff, residents, etc.) and outside the 
organisation (FM Managers, FM service providers, consultants, infrastructure 
suppliers, green NGOs, local authorities etc.)‖. Apart from the FM teams and other 
FM service providers including contractors and suppliers, other major stakeholders 
are: 
1) The owners including the shareholders (where applicable) 
2) The residents (including owner-occupied and/or tenants). 
3) Residents‘ Associations 
4) Federal, State and Local Governments including their ministries, parastals and 
agencies.    
5) FM service providers, contractors and suppliers.  
 
The various roles of the stakeholders in the twenty housing estates that were 
surveyed are outlined below.  
7.8.1 The roles of Owners in the FM process 
In some housing estates that are privately owned, it was observed that some of the 
housing units are outrightly sold while others are retained as investment portfolio. 
When asked why these owners still manage the housing estates despite having sold 
the housing units, the respondents stated that this practice has always been the 
tradition and policy of their respective organisations to manage all their estates 
irrespective whether it is outrightly sold or leased out. This is aimed at maintaining 
the onset standard and the attainment of their vision. In order to accomplish this, 
they set the business policies, objectives and short and long term targets in 
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conjunction with other relevant stakeholders. In addition, they develop plans and 
they allocate resources to actualise the plans; services and supply procurement; 
contract management, service specifications; agreeing and signing the service level 
agreements (SLAs) with the residents in a cost efficient manner; and an effectively 
communicate those details to all internal and external stakeholders.  
 
Furthermore, owners or shareholders develop innovative procurement packages to 
ensure availability, efficiency, effectiveness and the standardisation of FM process; 
all geared towards maintaining the brand image and culture of the organisation. 
7.8.2 The Roles of Residents in the FM Process 
The genesis of the formation of residents‘ associations in Nigeria is attributable to 
the pioneering efforts of the Lagos State Development and Property Corporation 
(LSDPC) in the 90‘s who would normally encourage residents to take over the day-
to-day running of their respective housing estates after creating the enabling 
environment for them to do this. The enabling environment usually take the form of 
assisting the residents to organise an election to elect their executives, writing their 
constitutions and handing them rules and regulations pertaining to issues that are 
germane to the welfare of the housing estate concerned.  
 
7.8.2.1 Mode of Residents’ participation in the FM process 
There are two modes of residents‘ participation. They are direct participation and 
democratic representative. Direct participation involves holding residents‘ general 
meetings whereby pressing issues affecting the housing estate as laid down in the 
meeting‘s agenda would be deliberated upon. And when suggestions are made, 
voting would be done to adopt the final decision. The decision reached at the 
meeting is binding on all the residents‘ concerned. Democratic representative 
involves electing executives by the residents to act on their behalf, to exercise their 
power and perform the obligations that may be delegated to them by the residents 
for the benefit of members.  
 
Having identified the roles and obligations of the owners of the respective housing 
estates (see Table 5.33 in chapter 5), it is important to equally address the 
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obligations and roles of the residents. Apart from the fact that the owners of housing 
estates have some roles to play in the effective running of their housing estates, the 
residents too have roles or obligations as regard the running of these estates too. As 
in the case of owner- residents, they perform their roles to ensure that their interest 
in their respective property is not jeopardised, while the lessees‘ (i.e. tenants) ensure 
the upkeep of their respective housing units for aesthetic and social values. 
 
The residents are expected to participate in maintaining and upholding the goodwill 
of the housing estate in which they reside.  
 
Residents‘ participation take place at many levels - this ranges from receiving 
information, to taking an active role in the decision making process, notably through 
the residents‘ associations. Specifically, some of the roles played by the residents in 
the various housing estates surveyed are as follows:  
a) General cleaning: Residents ensure that their respective houses and their 
surroundings are kept clean at all times. They also ensure that their solid and 
liquid wastes are properly disposed. Sometimes when residents cannot carry 
out these tasks themselves, they employ the services of paid cleaners. 
 
b) Improvement: Sometimes, the residents‘ carryout minor improvements on 
estate infrastructures thus prolonging their lifespan and functionality.  
 
c) Management: This, the residents do by ensuring that the infrastructures 
provided in their respective houses and the estate as a whole are put into 
proper use; payment of water rates; electricity bills; and the regular payment 
of security charges and solid wastes disposal. 
 
d) Security: The employment of security personnel to monitor the movement of 
people coming in and moving out of their housing estates in order to ensure 
that all the infrastructures provided in the estates are intact, and also for the 
general safety of themselves and their personal belongings from theft and/or 
vandalisation of their respective houses. 
 
e) Monitoring and reporting of faults on infrastructures: Since residents are 
the main beneficiary of the installed infrastructures, they are in the best 
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position to first notice any fault of any of these infrastructures even before the 
Facilities Manager or any member of his team, and would promptly report the 
development to the Facilities Manager and/or rectify the problems 
themselves.  
 
f) Internal repairs and maintenance: Residents carry out regular maintenance 
works on their respective houses whenever there is a necessity. This ensures 
that these houses are always in good state of repairs. Since the management 
agreement with the owners through their respective FM teams is on IRI basis, 
therefore the residents are liable for the internal repairs of their housing units. 
The maintenance works often carried out by residents include replacement of 
fittings, repainting and general repairs among others. In addition, residents 
are to ensure that all facilities are not misused and not abused, obey the rules 
and regulation of the agreement, do not delay in complaint in cases of default 
facility, indiscriminate waste, payment of service charge allow other occupant 
quiet enjoyment i.e. no personal generator. However, owner-occupiers, each 
owner-residents‘ take full charge of their personal properties. 
 
g) Payment of service charge: The residents must ensure that payment of 
service charge is not delayed since this money is solely relied upon to 
execute maintenance programmes. This money is paid periodically to the 
Facilities Manager who later gives a statement of account to the residents. 
Service charge is paid for enjoying services such as lightening and cleaning of 
common parts, cleaning of the pool area, the gymnasium, the squash court 
and the lawn tennis court, maintenance of pumping machine, service and 
repairs of generator etc.  
 
h) Periodic rent payment: The residents must ensure that their rents are 
promptly paid as and when due to the right authority. Delay in payment of rent 
is not allowed, and if allowed it must be subject to certain conditions as 
contained in the lease agreement. 
 
i) Lease renewal: This is usually a formal step necessary to be taken by the 
residents to confirm the continuation of an existing lease. The residents must 
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ensure the continuity of the lease by taking appropriate steps to renew the 
lease, based on the terms of the lease with the owner. 
 
j) Complaints lodgement: These are issues that are recurrent in nature. The 
residents are at liberty to send in any complaint whatsoever to the estate 
management office. The Manager is always there to assist them on various 
issues as regards the estate. In case there is any defect in the facilities 
provided the occupants of the estate report such complaints via telephone 
call, and upon receiving such complaint or request for repair, the facilities 
management team responds as required. 
 
In addition to the above roles, residents are required to: 
o attend monthly meetings with their co-residents where issues bothering the 
housing estate are discussed and decision taken.  
o pay certain sum of money to the resident association, which they use in paying 
salaries of some of the workers directly employed through their resident 
association. These workers include, the gardeners, the security personnel. 
o keep their immediate surroundings clean at all times 
o pay the security fees at the appropriate time. They are required to be security 
conscious at all times. In addition, they are required to alert the security unit 
and/or the Police in case of any observed security breach.  
o dispose their refuse properly in the prescribed manner. 
o observe all the housing estate rules and regulations. 
o adequately cooperate, and when and where necessary, give support to FM 
team and all the contracted service providers. 
o respectively pay their electricity, water bills and other payment obligations 
including that of tenement rates and the periodic service charges.  
o to promote peace and unity in the state. 
 
7.8.3 The roles of Residents Association 
According to the National Strategy for Tenant Participation (1999), tenants (sic: 
residents) association is about residents taking part in decision making processes 
and influencing decisions about housing policies; housing conditions; and housing 
related services. It is a two way process which involves the sharing of information 
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ideas and power. Its aim is to improve the standard of housing conditions and 
service.  
 
There are housing estates, among the ones surveyed, where responsibility for the 
day-to-day management of such housing estate is collectively carried out by their 
respective Residents Associations through their elected Executives headed by a 
Chairman. The eligibility for the membership of these associations is hinged on the 
following conditions: 
a) Bonafide owners of property situated within the housing estate concerned;  
b) Lawful tenants/lessee of (a) above. 
c) A person having proof of legal title to property situated within the housing 
estate concerned;  
d) A spouse of (a) above, where the proof of title is made out in the name of only 
one party;  
e) The Chairman or a Director of a Company, nominated by the Company, 
where the property is owned by a Company;  
f) A person who produces a bona fide Will or Letters Administration, or any 
other legal instrument in proof of ownership, where the property has devolved 
by inheritance. 
 
In Table 5.7 in chapter 5, 26.95% of the Facilities Managers interviewed indicated 
that they report to the Residents‘ Association Executives. Also, this is an indication 
that Residents‘ Associations are actively involved in the FM process. Further to the 
responses of Facilities‘ Managers as contained in Table 5.7 in chapter 5, 273 
residents representing 27.4% affirm that Residents Associations are responsible for 
the general management of their respective housing estates.        
 
Generally, the usual aim and objectives of Resident's Associations are to foster and 
encourage cooperation among residents, promote and protect the general welfare of 
its members, contribute to the social and economic development of their respective 
housing estates, to enhance the social and economic status of their Associations, to 
inculcate into their members the act of peaceful co-existence, honesty and restrain 
members from tarnishing the image of their Associations or disrupt its activities and 
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to promote adequate security for the benefit of every member and the general 
security of the housing estate within which they all reside. 
 
In addition to the above, other specific objectives for which most Residents 
Associations are established include the following:  
i) To promote a secure, decent, peaceful and orderly environment for the benefit 
of residents in the housing estate concerned. 
ii) To make rules and regulations in the interest of the general welfare of the 
respective housing estates. 
iii) To provide for the holding of sporting events, lectures, exhibitions, public 
meetings, classes and conferences calculated directly or indirectly to advance 
the cause of residents, whether general, or professional. 
iv) To encourage and support the development of the respective housing estates 
particularly in areas of recreation, safety and security. 
v) To carry out investigations or surveys that may be required for the proper 
development or rehabilitation of the housing estate concern. 
vi) To mobilise resources for the organisation of development of infrastructures if 
need be. 
vii) To provide for the proper maintenance of buildings in general use and every 
infrastructure as may from time to time be required. 
viii) To employ all such officers and staff as may be required for the purpose of the 
general wellbeing of the housing estate concerned. 
ix) In furtherance of the above objectives, the Residents Associations  concerned 
may assist individual members or other associations with similar objects, 
financially or otherwise; obtain, collect and receive money and funds by way 
of contributions, donations affiliation fees, subscriptions, legacies, grants and 
any other lawful method and accept and receive gifts of property of any 
description (whether subject to any special trusts or not): procure and 
appropriately disseminate the necessary information to members in this 
regard. 
 
The affairs of the housing estates being superintended by Residents Associations 
are often attended to by elected executives. In some of the housing estates surveyed 
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where Residents‘ Association have controlling influence, Residents Associations are 
often segmented into different committees and/or sub-committees to take charge of 
some specific aspect of the housing estate. Among the usual committees are: 
Security, Environmental, Finance, Administration, Legal, Social/Publicity, Street 
Coordinators and Utility Committees that take charge of repairs and maintenance of 
the available infrastructures, others. The collective activities of these Committees 
help to ensure the general wellbeing of the residents themselves and that of the 
housing estates as a whole.  
 
Furthermore, Residents‘ Association Executives equally render assistance to 
residents. For instance, where a resident needs a gardener to such resident could 
call on the relevant Committee‘s Chairman for assistance in this regard. The 
Committee‘s Chairman would then link the gardener to the resident concern. In 
addition, depending on the mandate of the Residents‘ Association Executive, it could 
help the residents keep up with daily happenings through the procurement of 
newspapers.  
 
All residents of the estate come together for meetings, especially on Saturdays, and 
these are held, at least, once every month. The essence of these monthly meetings 
is the discussion of issues pertinent to the housing estates. Other roles performed by 
Residents‘ Associations include the following: 
 Ensuring the payment of periodic maintenance fees and/or service charge is 
paid by every resident as determined by the executives and this usually caters 
for the provision of the following services: refuse collection and disposal; 
drainage maintenance;street light maintenance, repairs and replacement; 
cleaning of common areas; cleaning of sewage and drains; security; running of 
the administrative office; procurement and maintenance of electric power 
generators where the residents agreed to this; and the fumigation of the 
housing estates on quarterly basis, notably, in housing estates where the 
residents‘ associations have the controlling influence. 
 Ensuring that the residents‘ counterpart roles in the housing estates are carried 
out; they also protect the interest of the residents. 
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 Ensuring that any form of opprobrium are dealt with as quickly as possible e.g. 
environmental pollution, which may be inimical to health of the residents or the 
adjacent neighbourhood to the estate. 
 Dealing with problems like incessant power cut which may be caused by a 
faulty electric transformer and other related problem. 
 Ensuring that every resident actively participate in the maintenance of streets 
and the estates‘ road networks.  
 Ensuring that residents are regularly informed on the happenings in the housing 
estates. This role is accomplished through periodic publications of newsletters, 
news bulletin/fliers, convocation of monthly resident meetings, circulation of 
minutes of meetings of residents, and through residents‘ handbook, among 
others.  
 
The Residents Association Executives are empowered to enforce all existing rules 
and regulations as may be contained in the respective Associations Constitutions 
and as made available to every resident. Some of the typical rules and regulations 
include the following: financial responsibilities; security consciousness; ehe housing 
environment; electrical installations and equipment; noise pollution; building 
development; conversion of houses; payment of fines and other penalties; and safety 
and security responsibilities. 
  
7.8.4 The roles of Government including its Ministries and Agencies in 
Housing Management 
Basically, government at all levels are saddled with the responsibility for creating the 
enabling environment by setting the framework for environmental health and safety, 
security of life and property, real estate development, etc., through policy formulation 
and the enactment of appropriate legislation. Some of the specific examples of 
government activities include: 
 Laws and regulations that define standards for housing development (e.g. site 
layout and service provisions), development controls (including building 
regulations including building plan approvals, environmental impact 
assessments), zoning ordinances and housing policies and financial framework 
among others; 
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 Infrastructural design, development and management (e.g. water infrastructure, 
electricity infrastructure, information technology infrastructure road networks and 
other transport infrastructure); 
 Creation of economic instruments through financial regulations/policy (including 
monetary/loans policy, mortgage systems), and other financial 
incentives/inducements to encourage real estate development;  
 Environmental health and safety: This involves setting the required standard to 
ensure health and safety of the general populace notably environmental 
cleaning and proper wastes (solid and sewage) disposal laws and policy;  and   
 Ensuring the proper maintenance of public open spaces and recreational areas. 
 
In Nigeria, there are three tiers of government, namely Federal, State and Local 
Governments. These three tiers respectively play roles that affect the development 
and management of the existing housing estates; for instance, the trio collectively 
contribute towards providing public infrastructures; although Local Governments are 
not into commercial housing estate development in Lagos State. 
 
Statutorily, State and Local Governments are the custodians of land in Nigeria by 
virtue of the provisions as contained in the Nigeria‘s Land Use Act; hence they 
respectively grant statutory and customary rights of occupancy of maximum 99 years 
for developmental purposes including the building of housing estates. Not only this, 
the Lagos State Government, through one of its agencies, LAWMA (Lagos State 
Wastes Management Authority) is solely in charge of solid wastes disposal in the 
entire Lagos State.  
 
Specifically, the many roles of government and its numerous ministries, parastatals 
and agencies as far as providing and maintaining infrastructures and services in the 
housing estates surveyed include the following:  
 Provision and management of housing estates (i.e. residential buildings). Four 
(4) Facilities Managers representing 16.67% of the respondents indicated that 
the housing units were built by the government. Federal Housing Authority 
(FHA) of Federal Government and Lagos State Development and Property 
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Corporation (LSDPC) of State Government are saddle with these 
responsibilities. 
 The provision and maintenance of roads and drainage facilities especially by 
local governments mostly in public housing estates. In the survey conducted, 
two (2) respondents representing 8.7% of the Facilities Managers interviewed 
indicated that the Lagos State Government built and maintain the roads in their 
respective housing estates.  
 The provision and maintenance of boreholes and water related equipment. Two 
(2) respondents representing 8.7% of the Facilities Managers interviewed 
indicated this. 
 Electricity supply through Power Holdings Company of Nigeria (PHCN). All the 
Facilities Managers interviewed indicated this. This means that, despite the 
epileptic nature of electric power supply in Nigeria, all the housing estates 
surveyed are connected to the national grid (i.e. public power supply) 
 Provision and maintenance of streetlights. Even though only one (1) respondent 
indicated this, the fact remains that, in at least one(1) out of the twenty(20) of 
the housing estates surveyed, the Lagos State Government is involved in the 
provision of streetlights. 
 Sewage treatment plants. Three (3) Facilities Managers representing 13.64% 
indicated that the Government is responsible for the provision of this important 
infrastructure. 
 Security infrastructure. Two (2) Facilities Managers representing 8.0% indicated 
that the Government is responsible for the provision of this facility. In addition to 
this, it was observed, in the course of the survey, that most of the housing 
estates visited have strong presence of the men of the Nigerian Police Force 
complementing the efforts of the private guards in such estates. In Nigeria, 
private guards are not legally permitted to carry arms, hence their heavy 
reliance on Police to provide armed guards. As for the Nigeria Civil Defence 
Corps (NCDC), they approve, register and licensed private security companies 
and without the NCDC approval, the private security companies cannot operate 
anywhere in Nigeria. 
 Pipe borne water and installations. Four (4) Facilities Managers representing 
19.04% of the respondents indicated that their housing estates were connected 
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to the public water mains of the Lagos State Water Corporation (LSWC). 
Although this is supplemented by water from boreholes in most of the housing 
estates visited. 
 Recreational infrastructures. Facilities Managers in two of the public housing 
estates surveyed indicated the availability of the facility.  
 Social/event centres. Three Facilities Managers representing 13% indicated 
that government assisted the housing estates with the provision of this facility. 
 Market/shopping centres/corner shops. Three Facilities Managers s 
representing about 17% of the respondents indicated the availability of markets 
within the vicinity of their housing estates and also affirm the existence of corner 
shops too. In Lagos State, the Local Governments are responsible for the 
establishments of local markets where food items can be sold and bought; this 
is one of avenues through which revenue is realised by them.    
 Solid wastes collection and disposal services. In the entire Lagos State, it is 
mandatory that every household make use the services of Lagos State Waste 
Management Authority‘s (LAWMA) franchised contractors. This policy of Lagos 
State Government is to ensure that solid wastes are properly disposed off at the 
Government‘s designated wastes sites. In this regard, all the 20 housing 
estates surveyed make use of these LAWMA‘s contractors. 
 Revenue generation: Tax authorities of the three tiers of government including 
Federal Inland Revenue Service (FIRS) and the State Internal Revenue Service 
(SIRS). For instance, tenement rate and radio/television tax at Local 
Government level; land use charge and water rate at State Government level; 
and withholding tax on rent at Federal Government level.               
 
The information above is an indication that the Government, through its various 
organs, is involved in the FM process with regard to housing. This involvement 
ranges from provision and maintenance of infrastructures to the provision of services 
most especially solid wastes disposal and security.    
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7.9 CHALLENGES OF FACILITIES MANAGEMENT PRACTICE IN HOUSING  
The specific challenges besetting some of the housing estates surveyed as indicated 
by the Facilities Managers cut across the various levels of FM; namely: strategic, 
tactical and operational challenges. These challenges are discussed below. 
7.8.1  Strategic Challenges 
Organisational problems: In many instances, due to a multiplicity of intervening, 
factors such as weak policy directives, there is lack of clear cut policy direction on 
the part of the owners to the FM teams. Often, there is lack of interdepartmental 
communication, coordination or collaboration even among the units working in the 
same or performing related functions. Typically, the maintenance gang often would 
not even have access to basic working drawings including as-built drawings for 
buried infrastructures and accessories as well as the technical units. This situation is 
prevalent in large housing estates. 
 
Decision making process and implementation: This sometimes results in undue 
and costly delays in effecting repairs and attending to complaints, especially from 
residents. 
 
Financial issues: These include high cost of infrastructures maintenance; high level 
of the residents‘ indebtedness with regard to default in the payment of their monthly 
management fees. The inability to procure the needed foreign exchange is one of 
the reasons contractors often resort into the use of poor-quality materials as 
alternatives.  Management operations are often hampered by limited access to tools, 
equipment and operational vehicles. In many cases, tools or equipment are simply 
not available due to lack of foreign exchange or shortage of funds. Planned 
management activities cannot be conducted on schedule, or are simply ignored, 
reducing programme effectiveness.  
 
Staffing problems: Many housing estates lack qualified and experienced 
management staff resulting into minimal work supervision; field inspections too 
sparse, and their timing unpredictable; little, if any, appraisal is made of work done to 
guide staff as to what standards are expected of them; and job assignments were, 
sometimes, vague to inculcate a sense of duty and accountability. Daily activity 
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reporting is not adequately maintained, and communications between 
artisans/maintenance gang and FM administrative offices are often not expeditious. 
Certain factors were cited as explanation by the some Facilities Manager in housing 
estates that had this problem. First, they are constrained by low and rigid salary 
scales, making it hard to attract competent and motivated staff, particularly in 
technical and management fields. The employees have few incentives to work or 
perform to the best of their abilities, leading to poor morale; and high employee 
turnover rate and this could result in institutional memory loss, comradeship or pride. 
 
Conceptualisation of idea: Many housing estates do not properly conceive their 
ideas and properly organise their thoughts before embarking on the development of 
housing estates. For instance, housing estates are designed and built without giving 
much consideration to its future maintenance requirements. Some of the existing 
housing estates, particularly those owned by the Government are built, sold and left 
for the residents/owners without any concrete management programme put in place. 
This practice, as revealed in the course of this research, is largely responsible for the 
derelict state of non-profit based public housing estates. 
 
Non-involvement of Facilities Managers in the overall corporate plan: In some 
housing estates, the Facilities Managers and/or FM companies are brought in at a 
later stage of the housing estates. By the time they are brought in, cost of fixing an 
error would have risen considerably, especially during the operational phase. As 
observed by Becker (1987), too often opinions are solicited long after major 
decisions are made and at a time when it could have become costly to make 
changes. Thus, he counselled that the FM process must be structured for 
participation in an on-going manner especially at the most critical decision phase of 
facility planning and design. 
 
Lack of training of ‘Facilities Managers’: Lack of training in the practice of FM has 
been the problem of many potential Facilities Managers. For instance, many Estate 
Surveyors/Valuers do feel that being a Property Manager is enough. Similarly 
Building, Civil and Structural Engineers equally feel that having been trained in the 
rudiments of the building fabric and components, Facilities Managers have been 
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made of them. In like manner, the Building Services Engineers equally feel that 
knowing much about the support services of the building and matters relating to 
associated plant and machinery have automatically qualified them as Facilities 
Managers. However, without proper training, many Facilities Managers have been 
failing in their duties and this has made organisations wary of applying FM in the 
private and public sectors alike. Even though all the above mentioned professionals 
are good candidates for appointment as Facilities Managers, there must first be 
formal training and adequate experience for them to be able to perform up to 
expectation. Presently in Nigeria, only a handful of tertiary institutions offer FM at 
introductory levels. This has resulted in the paucity of professional Facilities 
Managers to superintend some of the multi-billion naira investment in housing sector 
in Nigeria.     
7.8.2  Tactical FM Challenges   
Crisis management: Some housing estates operate in a crisis management 
atmosphere by hurriedly running from one repair work to another. The FM teams are 
rarely sufficiently organised to perform pro-active management tasks and this 
consequently result in frequent repairs and breakdowns in some housing estates. 
The reasons reportedly responsible for this state of affairs are: 
 
Performance mesurement: In many housing estate, they do not incorporate 
mechanisms for measuring their effectiveness, even though, according to 
Amaratunga et al (2000), ISO 9001 (clause 4.10) requires it. In addition, adequate 
attention is not given to the organisational performance, effectiveness and most 
importantly, implementation and adequate follow through of stated strategies, 
policies or recommendations.  
 
Infrastructures inventories: In some of the housing estates surveyed, there is lack 
of inventories or conditions assessments and consequently, no programmed 
maintenance in place; thus adhoc maintenance activities are prevalent. Furthermore, 
considerable time is wasted in the diagnosis of problems, as the Facilities Manager 
and his team do not have the detailed information on the infrastructures they are 
managing. Also, they have little information on where the maintenance need is more 
expedient, focusing instead on those infrastructures where complaints are the 
loudest. 
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Bureaucratic bottlenecks: There were complaints from some residents that it 
usually takes quite a while to get response from the management of the estate when 
problems occur within or around their premises. This is due to the management 
structure and mostly occurs when there is a major repair work to be carried out in the 
housing estate. The technicians have to get directions from their supervisors to effect 
these repairs and this may take some time. These delays often angers the residents 
who complained that they are not getting their money‘s worth and at time have to get 
their own technician from outsides to get these jobs done for them. Residents‘ 
attitude in terms of cooperation with the FM department, as some of them lack 
maintenance culture. 
 
Residents’ engagements: Some of the housing estates, especially profit based 
ones, were poor at mobilising residents‘ participation and input in infrastructures 
repairs/maintenance and the building of new ones. Not only would such efforts lead 
to projects, which better serve real demand, but such "ownership" would greatly 
foster support for cost recovery as well as direct participation in management efforts. 
 
Residents’ destructive tendency: The negative attitude and the destructive nature 
of residents of installed infrastructures resulting in their frequent vandalisation and 
plundering. This is made more apparent in public housing estates; or in other cases, 
the management‘s nonchalant attitude and deliberate abandonment, since these 
infrastructures are government-owned facilities. In Nigeria, Government‘s owned 
property is often regarded as belonging to nobody. With this wrong perception, so 
many public housing estates have become derelict due to deliberate neglect. A 
further debilitating factor to this problem stems from mismanagement of the facility 
by the appointments of non-professionals to superintend these housing estates. For 
instance, in three different housing estates, the following were respectively appointed 
as ‗Facilities Manager‘ -  HND Underwriter (Insurance), B.Sc. Computer Science and 
City & Guilds (Electrician). 
Uncertainty in the actual number of residents in the housing estates: The ability of an 
organisation to identify its needs is critical to success. McGregor (1987) posited that 
some organisations do not even know the number of people they have in their 
building at any given time, let alone the facilities it has or requires. He argues that if 
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an organisation does not know the number of people in its building, it will be difficult 
for such organisation to determine whether or not the facilities that have been 
provided are adequate for the purpose for which they are intended. Most of the 
housing estates in Lagos State and environs are becoming heavily congested due to 
high population density. These housing estates, though could say this is the number 
of housing units provided, but same cannot be said of the number of people 
inhabiting the individual housing units. Therefore, such housing estates who may 
have provided infrastructures for, say, 5,000 residents but are now being used by as 
many as 10,000 residents. The over utilisation of the existing infrastructure has been 
resulting in the frequent breakdown of the available infrastructure thereby 
necessitating frequent and costly maintenance activities. 
7.8.3  Operational Challenges 
Drainage system problems: The major problem of some housing estates is the 
perennial drainage problem during annual raining season of between March/April 
and October/November. This problem is predominant in Victoria Island, Ikoyi and 
Ajah/Lekki axis of Lagos State due to the area nearness to the Lagoon and Atlantic 
Ocean that formed their boundaries. Also the drainage pipes in some housing 
estates are underground system and so whenever there is a blockage within the 
system, the road concern must be broken and this could lead to early deterioration of 
this vital infrastructure. 
 
Irregularity of electricity: The primary source of electricity supply in Lagos State 
and Nigeria as whole is, statutorily, through Power Holding Company of Nigeria 
(PHCN). Consequently, these housing estates are connected to the   public mains 
for the supply of their electricity and this power source is usually irregular and no 
provision is made for a central generator to service the residents in many of the 
housing estates that were surveyed. However, there is a generator which serves the 
streetlights and other central services like the water supply system, the security 
offices, etc. The implication of this is the unregulated use of electric power generator 
with resultant effect of uncontrollable noise and environmental pollutions from these 
generators. However, some of these housing estates made provision for central 
power back up through the installation of huge electric power generators. For this, 
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and other essential services (e.g. water supply, waste collection and disposal, 
security, etc.), the residents pay periodic service charge.     
 
Ageing infrastructures: Poor condition of many infrastructures create high 
incidence of breakdowns and the resultant crisis atmosphere. This constant 
infrastructures failures or breakdowns could be tamed if the respective management 
and FM teams in the housing estates concerned could be more pro-active by 
introducing scheduled maintenance programmes and infrastructures rehabilitation 
towards effective FM service delivery to the residents being served. 
 
Security challenge: Although the management of some housing estates have 
prioritised security in their respective housing estates through the provision of 
streetlights, employment of government licesnsed security outfits, having in-house 
security officers and even having a police station within their estates, there are still 
pockets of security breaches. This made most resident to employ their individual 
security personnel in addition to other domestic staff. This further bloated the 
housing estates population and the resultant pressure on infrastructures and their 
constant maintenance implications. 
 
Absentee landlords or building owners: The case of absentee landlords is 
common in most housing estates. For instance, in the twenty housing estates 
surveyed, there are more tenants when compared to that of owner-occupiers (about 
60% of tenants to about 40% of owner-occupiers). The implication of this on housing 
management is that there will be nonchalant attitude of these tenants to the general 
welfare of the entire estate on the long run due to the temporary nature of their 
tenancy interest.  
 
7.10  SUMMARY 
From the various discussions in this chapter, it is evident that it is evident that, FM, 
as practiced in the 20 case studies encompasses the ‗integration‘ of several FM 
functions. It is also evident that Facilities Managers are employed in diverse housing 
estates and their work schedule is often a reflection of the nature of the housing 
estate irrespective of the size. They performed diverse range of responsibilities, 
which are dependent on the nature, vision, mission and organisation structure of the 
housing estate. The Facilities Managers and their teams are involved in both tactical 
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and day-to-day operations, particularly in relation to buildings and infrastructure 
maintenance, and service provisions. Furthermore, the management character of the 
various housing estates differs in accordance with the vision, mission and goals of 
their respective owners. However, the central goal of many of the housing estates is 
the provision of a unique, quiet, safe, serene, secured and clean residential 
environment; and to enhance conducive living for its residents. 
 
The conclusion that be drawn from these FM related activities are that FM entails the 
coordination of every segment of the housing estate geared towards the attainment 
of the ‗set goal‘ of the housing estate concerned. These aspects include 
infrastructure functionality, effective service delivery, and the general wellbeing of the 
estate especially in the area of space management, maintenance management, 
contract management, premises operation, procurement/supply services, office 
administration and human resources management. In this regard, Facilities 
Manager‘s influence will be significant if they are assigned the primary responsibility 
for unifying the technically diverse facilities functions into ‗coordinated and integrated 
support machines‘ at minimal cost. This way, the desired ‗benefits‘ or added value 
will be realised. To this end, it is important for Facilities Managers to realise that 
when managing housing, they are managing residents so their ‗welfare‘ is important; 
and therefore the need to deliver a well-managed housing facility together with its 
complementary infrastructures and services in line with the service level agreement 
(SLA). These and other related issues formed the bedrock of the theoretical 
framework of FM in housing management presented in chapter 8.           
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CHAPTER 8: FRAMEWORK OF FACILITIES MANAGEMENT IN 
HOUSING: Grounded Theory Approach 
 
In this research, case study, interview, observation, literature and document reviews 
were the tools employed (section 4.6) to collect the required data. The analysis of 
the collected data (chapters 5 and 6) allowed theories to be built; and validations 
through constant comparison with the existing literature on corporate FM (figure 4.4) 
and cross case analysis. During the analysis process, codes were grouped into 
clusters around similar and interrelated concepts, and then categorised (chapters 5 
& 6). This was done to discover the facts grounded in the collected data. The 
resultant emergent theories aided the development of framework for FM in housing 
management in Nigeria contained in this chapter.  
 
In developing this framework, the major issues that were considered central are: 
having a clear understanding of what FM is in relation to housing management; who 
the Facilities Manager should be in terms of qualification and expectation; goal, 
vision and mission of the owners of the housing estate concerned; the scope of FM 
roles to be performed; FM practice in terms of maintenance policy and process; the 
stakeholders management and engagement; FM effectiveness; and procurement. 
These issues are discussed below. 
 
8.1 DEFINITION OF FM ROLES IN HOUSING  
The integration of FM would require a good understanding of what FM is; its 
requirements; and the goal to be achieved. In the definition of FM in section 7.2, it is 
evident that FM in housing should revolve around: 
a) the recruitment of experienced Facilities Manager;  
b) the maintenance of the entire housing including the housing units, auxiliary 
buildings such as FM operational offices and buildings in general use (e.g. club 
houses, shopping centres and community halls/event centres among others);  
c) infrastructures and the provision of effective services;  
d) the regularity of updating operational tools and gadgets (e.g. computers, 
machines, telephone, equipment and plants); and  
e) diligent observance of the FM operational procedures in order to ensure that the 
set standard is maintained and the realisation of the vision, missions and goals 
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of the organisation concerned is made paramount.  
   
8.2 THE ROLE OF THE FACILITIES MANAGER 
Here, the description of Facilities Manager would include the managerial, technical 
and supportive staff, headed by a qualified and competent Facilities Manager. The 
qualification that a Facilities Manager should possess would include: i) a requisite 
experience and track record in the management of similar housing estate; ii) formal 
qualifications in FM or relevant discipline, iii) possession of adequate knowledge of   
existing statutes prevailing in the built environment; and iv) an excellent interpersonal 
skills.   
 
As a leader of the FM team, his capability as a Facilities Manager would depend on 
his competency to render the following services: i) the formulation and review of FM 
policies in line with the organisation‘s business goal; ii) ability to prepare and advise 
‗top management‘ on the budgetary issues; iii) play advisory role on the acquisition 
of additional land, type and number of housing units to be built based on housing 
trend and demand whenever the expansion of the existing housing estate is 
contemplated; iv) maintain accurate maintenance records and inventories of assets 
to enable useful inputs to the housing estates‘ annual financial reports to the 
shareholders; and v) possess the capacity to identify and classify the various 
stakeholders; understand their respective needs and obligations in the FM process; 
and device ways of their engagements in the FM process in a way that will enhance 
effectiveness FM service delivery.   
 
In addition, Facilities Managers will need to engage in these FM related activities in 
order to further their effectiveness and productivity in their respective sphere of 
operations: 
a) Energy management: to reduce operating costs through operational practices 
that encourages energy accountability e.g. the new PHCN (pay-as-you-go) 
rechargeable meter. 
b) Wastes management: Facilities Managers should ensure a reduction, but 
preferably total elimination, in overall foul emissions and waste generation from 
operations also to manage the proper and prompt disposal of all wastes. 
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c) Innovation: FM effectively embraces the deployment of new IT innovations 
such the use of automated cards as keys, use of password or punched codes 
before accessing the building and their respective flats, etc. 
d) Financial planning and controls: Facilities Managers should ensure financial 
controls to provide the mechanism for structured improvement. This is because 
the process of operating a facility whether owned or leased begins with 
understanding the objectives of the owners and setting in place the 
mechanisms to achieve these goals.  
e) Project management: Projects vary in scope, complexity, duration and 
financial risk. Projects can be abstract e.g. forecasting future facility needs, 
technical training and modern techniques of project management. They can be 
tangible, like renovation, demolition and (re)construction. The specific skills and 
knowledge needed will depend on the nature of the project at hand. 
f) Service and supply contracting (outsourcing): Facilities Managers could 
make use of service providers, but must retain core activities within their 
internal control. An effective use of contractor management can reduce project 
costs and ensure the delivery of quality facilities.  
g)   Regulations / standards control: Facilities Managers should be abreast of 
regulations, standards and procedures particularly the regulatory environment, 
environmental sensitivities and practices and procedures including zoning, 
sanitation, tenement charges, service charges, etc. - these knowledge are 
required in the effective management of housing estates. 
 
In the discgarge of these and other assigned roles, Facilities Managers are expected 
to utilise sound decision-making strategies to develop and manage quality-oriented, 
environmentally safe and aesthetically pleasing housing environment. Some of 
expectations from FM team would include: 
o cost consciousness, excellent customer service orientation, decisiveness (i.e. 
the trait of resoluteness as evidenced by firmness of character and purposeful 
actions), concurrent problem solving capability with regards to infrastructures‘ 
breakdowns and prompt attendance to residents‘ complaints;  
o the ability to relate well with residents and other stakeholders through constant 
‗engagement‘ and putting in place effective internal conflict resolution 
mechanism;  
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o good oral and constant written communication through ‗bulletins‘, flyers letters 
(internal memos) and/or ‗stakeholders meetings‘ towards alerting residents on 
issues such as infrastructures‘ maintenance, security, hygienic environment, 
cordiality residents cum FM team relationship and updating them about the 
housing estate affairs. 
 
This implies that the FM team should be purposeful, dedicated and be committed to 
achieving the vision, mission and goal of the housing organisation for which he/she 
is employed to provide leadership.    
 
8.3  SCOPE OF FM ROLES IN HOUSING 
The emergent fact from data examination and evaluation revealed that perception of 
FM by Facilities Managers in housing is a reflection of the scope of FM roles carried 
out in their respective estates. This assertion is a reflection of their respective choice 
of definitions of FM (Table 5.10). As discussed in sections 5.5 and 6.4, FM roles tend 
to differ in different housing estates on the basis of the classification (public and 
private; figure 5.1) ); type (profit and non-profit based, Table 5.1); size (small, 
medium and large; section 5.1); and vision, mission and goal (sections 5.4 and 6.4). 
Hence, selecting an appropriate roles of FM for a given organisation and 
circumstance is very crucial. FM practice in housing management should encompass 
the ‗integration‘ of the following roles: 
a) Administrative roles: This is the stage where organisations structures and 
regulations put in place to control activities are dealt with including: 
• Human resources management 
• Help desk 
• Telecommunications and information services 
• Records management 
• Inventory control, supplies and stores management 
• FM office support staff (e.g. the receptionist that provides guidance). 
 
b) Utilities management: this would include:  
• Access control system including closed circuit television system (cctv) 
• Energy management including backup power supply   
• Electrical & mechanical equipment and appliances 
• Central air-conditioning system  especially in high rise residential flats  
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• Lifts system  
• Fleet management, logistics and transport 
• Recreational park and gym centres   
• Social centres including club houses, community halls and event centres 
• Water infrastructure (including boreholes, water treatment plant) 
• Fire fighting equipment (including fire detection and fire fighting system) 
• Sewage treatment and plant maintenance 
• Preventive maintenance management programmes 
 
c) Contract management: 
• Project work 
• Tender processing for minor works 
• Vendor management & procurements 
• Works monitoring and evaluation 
• Works certification 
• Quality control 
 
d) Service management: 
• Housing managegement  
• Cleaning 
• Landscaping 
• Parking area management 
• Fumigation and pest control services 
• Plumbing services 
• Sanitary & environmental management services 
• Security services 
• Health and fire safety 
• Transport services  
 
e) Repairs activities: 
• Carpentry 
• Equipment refurbishment 
• Furniture repairs 
• Masonry work 
• Painting 
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• Trouble shooting 
     
8.4  VISION, MISSION, GOALS AND OBJECTIVES OF HOUSING ESTATES 
The observed traits of FM in housing based on the emerged theory revealed that 
having a clear-cut vision and mission statements have an influence on the success 
level of FM practice as these have assisted in shaping the focus of FM team in 
housing estates that have these (sections 5.4.1, 5.4.2 and 6.4). Based on the 
outcome of this research, FM in housing should evolve the following scenarios:   
a) Vision: To deliver exceptional quality housing estate.  
b) Mission: To create comfortable living, through committmemt; effective 
operation, maintenance and the continuos improvement on the quality of every 
infrastructure.  
c) Goals: The assurance of regular communication; users‘ safety; meeting 
owners expectations; and residents satisfaction.  
d) Objectives: The main objectives should be to: i) ensure proper utilisation of 
the available resources (human, funds and equipment); ii) ensure 
organisational effectiveness through quality service; iii) reduce cost of 
providing services; iv) improve on housing conditions including its environment 
and thereby enable value enhancement of the housing estate as a whole 
including its entire infrastructure and services. 
 
Considering all the issues discussed in the above paragraphs, FM in housing should:  
a) set examples as to how a living environment should be; 
b) correct the present poor maintenance culture as clearly evident in most of the 
existing public housing estates in Lagos State;   
c) evolve workable strategies for effective utilisation of available resources in a 
systematic (i.e. characterised by order and planning) and methodical manner 
in order to prevent these housing estates from sliding into a slum. In this 
regard, the Facilities Manager and his team must exhibit competence and 
promptness in the performance of their oversight duties, which must be in line 
with any existing ‗service level agreements‘ with residents and other 
stakeholders;  
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d) enhance capacity utilisation and minimise waste in the area of human 
resources, funds and materials; and thus be able to maximise returns at 
minimal cost;  
e) improve quality of FM service, ensure residents satisfaction, ensure the health 
and safety of lives of residents (including other users such as the FM staff and 
visitors) and prevent loss of properties (i.e. real estate assets and chattels), 
and thereby ensure value for money spent; and 
f) achieve the organisation‘s strategic goals and objectives while satisfying user 
needs towards the fulfilment of their respective ‗missions‘ and ‗visions‘ for 
establishing the housing estates. 
 
These imply that FM would serve as an impetus that will help enhance value and 
contribute to the achievement of goals and objectives (e.g. the profitability and 
business competitiveness) in the housing sector, and thereby encourage more 
investment flows into it. This is clearly evident in the conglomeration of newly built 
housing estates springing up everywhere in Lagos State. By this development, even 
the Lagos State Government has joined the bandwagon by launching Homes 
Ownership Mortgage Scheme (HOMS) in May 2014 with effective FM as its central 
focus in order to enhance the ‗quality of the living environment‘ on continuous basis 
for the wellbeing of the residents.  
 
8.5  MAINTENANCE POLICY AND PROCEDURE  
The evaluation of FM practice in housing in section 6.5 revealed that FM is an 
important integrated management tool in enhancing the capacity of FM teams and 
their productivity in housing estates. Furthermore, the integrity of housing estates‘ 
infrastructures is a reflection of their state of physical, functional and aesthetic 
performance.  
 
No matter what the policies of any housing organisation may be, the Facilities 
Manager has a duty to maintain the quality of life and the living standards of 
residents by ensuring the integrity of the entire infrastructures for optimum result. 
The reason for this is because FM in housing should be to ensure conducive housing 
environment, health and safety of residents, as well as for ensuring that the 
economic useful life of the housing units and other complimentary infrastructure. To 
this end, there must be proper organisation of men, materials and the judicious 
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utilisation of available funds to ensure that facilities run effectively. Consequently, 
once any type of housing estate is commissioned, the maintenance management 
programme should start with the formulation of appropriate policies and strategies, 
followed by a scheduled programme of maintenance.  
 
The effectiveness of FM in housing will depend on the employed strategy, the type 
ownership, FM policy and process, finance and the attributes of the Facilities 
Manager leading the FM team. In order to ensure effectiveness in maintenance 
programmes, operational policies and maintenance procedures should be developed 
by top management with active involvement of the Facilities Manager. The Facilities 
Manager should be empowered to operationalize, set the required standard be 
allowed to adjust or amend the maintenance procedure in order to deal with day-to-
day issues that may affect the housing estate. For example, maintenance/repairs 
response could be made subject to the priorities of concurrent projects. Normal 
response time could be set, say, within five working days. The adopted procedure 
could be that maintenance requests could be classed into RT‘s, namely RT1, RT2 
and RT3. These three RT‘s would reflect response time to maintenance needs in 
relation to their level of priority. 
 RT1 = High priority given; response time is within 3-5 hours 
 RT2 = Less important;  repairs will be carried out within 48 hours (i.e. within 2 
days) 
 RT3 = Not of priority; repairs will be carried out within 72 hours (i.e. within 3 
days) and no matter what, within maximum of 5 days of fault detection or 
report.  
 
As in all other activities, this cycle is incomplete without formalised performance 
assessment procedures or methods to adequately implement them. There is 
therefore a real need to measure the performance of FM systems using appropriate 
criteria and tools to examine the impact of decision making process; measure the 
performance of FM teams in the various units/departments; and analyse 
organisational effectiveness. This practice would engender organisation growth 
through executable recommendations being made, and innovating implementable 
procedures. Examples of FM performance measurement tools that could be 
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deployed are user satisfaction survey; building performance evaluation; post 
occupancy evaluation; benchmark; key performance index; and balance score card. 
 
8.6  THE PROCUREMENT OF FM SERVICES 
Most of the housing estates approach to FM could be best described as co-sourcing 
or partnering arrangement involving many stakeholders (sections 2.7; 5.6.1; 6.5.1; 
and 7.8). This approach manages the mix of housing estates‘ expert technical and 
professional capabilities with those rich potentials from pre-qualified service 
contractors for ultimate results. Generally, FM success could be measured in terms 
of economic performance of the housing estates; residents‘ satisfaction; the physical 
condition; and performance level of the housing estates‘ infrastructures. Any 
organisation considering its needs for FM support services and for procuring the 
most advantageous FM solution should begin by analysing the strategic importance 
of FM in achieving the main purpose and objectives of the organisation‘s business. 
The need to secure the most efficient, effective and economical way of delivering 
business support services should also be regarded as a critical consideration when 
making strategic decisions about the future delivery of facilities services.  
 
The full scope of business support service requirement needs to be understood in its 
specific local context. The relationship and role of FM services must be assessed 
alongside other key issues including finance, human resources, information 
technology (IT) knowledge base, logistics, level of experience in asset management, 
property management and other related professional services that requires proper 
management both at strategic and operational levels in order to maintain a facility 
properly.  
8.6.1  Basic considerations in FM procurement 
Before decisions are taken regarding the FM model to be applied and the preferred 
procurement option to be adopted, detailed consideration must be given to a number 
of issues and questions relating to the organisational requirement and operational 
standard. The answers will influence the effective delivery and integration of FM 
within the provision of other support services. These issues and other basic 
consideration, depending on the nature of the organisation and scope of FM services 
required, may include the following: the Facilities Manager‘s role in determining 
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service standards, scope and expectation; the role of the service provider; 
developing a shared understanding of the preferred relationship model e.g. 
partnering, strategic alliance, client/contractor; the management arrangements, 
which entails defining reporting lines; delegation of authority, limits and controls; 
effective management of reactive maintenance; need for responsiveness, 
accountability and monitoring; access to information – availability of timely and 
relevant management information on utilisation and cost of assets to inform 
investment decisions; securing stakeholder engagement and feedback; contract 
monitoring, compliance and conflict resolution; communication entailing two way flow 
of information; establishment of clear lines of responsibility; service standards - 
range and quality of services; and security issues among others.  
 
Process to follow should be established in procurement. Responsibilities may include 
developing the sourcing strategy (out-task, bundle services, integrated facilities 
management); determination of what will be included in scope (service level 
agreements - SLA); define supplier requirements; perform quality assurance of 
information supplied to and received from bidders; serve as the primary interface 
with bidders; receive proposals from bidders; ensure all required material is 
submitted; develop the evaluation criteria; ensure a fair assessment is conducted; 
evaluate and score bidders with input from the team; prepare the business case with 
input from the team; recommend FM service provider selection; and lead 
negotiations. Thus, creating the right team will enable the company to select the right 
FM service provider.  
 
A structured process ensures everyone clearly understands his/her role and all of the 
required activities are coordinated and performed in a systematic and controlled 
manner. This includes the activities prior to going to market, as well as those leading 
up to the selection of the successful bidder. It is often beneficial to utilize the services 
of an external consulting organisation with experience in the FM space. They have 
done this before, know what needs to be done, have proven tools and processes to 
guide the process, and understand the capabilities of the marketplace. They can 
manage the complexity of the process and ensure activities are performed in the 
most efficient manner. This is particularly important when the FM spend that will be 
outsourced is significant. 
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8.7  STAKEHOLDER MANAGEMENT AND ENGAGEMENT 
In section 2.7, ‗stakeholder‘ was defined. In section 6.6, the stakeholders in housing 
were identified and sections 7.1 and 7.8 enumerated their respective roles in the FM 
process. It is obvious that the effective coordination of the myriads of stakeholders 
that are involved in housing management would be paramount to the success of FM 
in housing. Consequently, Facilities Manager must device an effectual way to 
successfully work with every stakeholder by ensuring that they: 
a) satisfy the respective stakeholders‘ requirements or needs in line with the 
vision, mission, goals and service level agreement of the housing estates 
concerned;    
b) effectively engage the various stakeholders on matters that are germane to the 
successful implementation of FM programmes for the housing estates. In short, 
Facilities Manager should make the stakeholders their allies to ensure success;   
c) regularly approach the stakeholders to seek their co-operation, input and 
support to the FM programmes through residents associations especially in 
housing estates where these exist; and. 
d) regularly inform the stakeholders about the developmental programmes in the 
housing estates and the expectant roles to be performed in these regard. To 
this end, there must be effective line of communication between the Facilities 
Managers and these stakeholders through newsletters, flyers and periodic 
meetings with them or any other means necessary (such as through text 
messages, e-mails, etc.) to convey the intended message. 
These will ensure that there is cordial relationship between the Facilities Managers 
and their teams on one hand and the stakeholders on the other. In addition, it will 
ensure that the various stakeholders will not work at cross purposes as it regards the 
welfare of the housing estates.    
 
8.8  SUMMARY 
FM, as an integrated management process (section 7.2), requires proper planning in 
the provision and successful management of housing and its complimentary 
infrastructures and services. This process should be backed-up by appropriate 
information systems that will provide strategic, tactical and operational support 
towards achieving a conducive housing environment and user satisfaction. It is 
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evident from the survey carried out that the basic roles of FM in housing is geared 
towards  ensuring a conducive living environment; ensure comfort and protection of 
the residents, the enhancement of the useful life of the housing estate as a whole; 
and the  need to obtain value for money. Therefore, any facility, including housing, 
which is expected to give this value for the money spent must be functioning at all 
times. To this end, there must be proper organisation of men, materials and the 
judicious utilisation of available funds to ensure that all the installed infrastructures 
are functional, and service provision is effective. 
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CHAPTER 9: CONCLUSION AND RECOMMENDATIONS 
 
This chapter contains a recap of this thesis; a revisit of the research objectives 
(section 1.3) reflecting on how these objectives were accomplished in the course of 
the research; and giving specific areas of knowledge contributions. Other aspects of 
the chapter included the proffered recommendations towards enhancing FM practice 
and thereby a conducive housing environment; the implication of FM practice in 
Nigeria; and finally, suggestions of areas that could be further researched towards 
expanding the frontier of knowledge of FM in housing.              
 
9.1  CONCLUSION 
This research examined and evaluated FM practice in the twenty (20) different 
housing estates and the challenges plaguing the practice in those housing estates 
were identified. The research examined the various aspects of FM activities in the 
respective case studies and equally evaluated the practice of FM, its nature, process 
and benefits in the case study areas. As basis for getting first-hand information, pilot 
study was carried out and this enabled the delineation of the various housing estates 
that were visited into public and private housing estates (section 3.3). From these 
housing estates, 20 housing estates were picked on the basis of their claim to the 
practice of FM. The second stage of the research led to the interview that was 
conducted. In the course of the survey, questionnaire (Appendices 1 and 2) was 
used as a tool to collect data from twenty six (26) Facilities Managers and 971 
residents. The data collected through the cases that were deployed were analysed 
on the basis of GT approach (sections 4.2.5, and 4.3).  These mixed methods were 
employed in this research because they both provided the structure for constant 
comparative analysis of data collected from the FM teams and residents (chapters 5 
and 6).  
 
The most important phenomena in this research are the concept of FM and its 
relevance/application to housing management. The relevance of FM in housing 
forms the backdrop against which the research findings and conclusions were 
eventually mirrored. The GT approach expectedly produced a set of constructs that 
were derived through data collation, analysis and a description of their relationships 
relevant to the experiences of the respondents (section 4.6.5). A comprehensive 
325 
 
discussion of research findings in conjunction with the literature including the 
identified challenges confronting FM in housing estates were also discussed (chapter 
7). At the end of the research process, the conclusions were that:  
i) Although this research concentrated more on the operational FM, there is a 
clear indication that FM is substantially integrated into housing management 
as it covered every FM indicated core areas by IFMA. The indicated areas are 
real estate; human and environmental factors; planning and project; 
leadership and management; finance; quality assessment and innovation; 
communication; and technology (section 7.4.1 and appendix 4). 
 
ii) Facilities Managers were employed in diverse housing estates and their work 
schedule is often a reflection of the nature of the housing estate irrespective 
of the size of that estate with varying job titles. They performed a wide range 
of responsibilities, which are dependent on the nature, vision, mission and 
organisation structure of the housing estate. The various FM teams were 
involved in both tactical and day-to-day operations, particularly in relation to 
buildings and infrastructures maintenance and service provisions.  
 
iii) The management character of the various housing estates differs. It anchored 
on the vision, mission and goals of their respective owners. Despite this, the 
central goal remained the provision of a safe, serene, secured and clean 
residential environment. It could therefore be inferred that the primary role of 
FM is the operational role as this constitutes the most visible part of FM 
practice in housing estates that were surveyed. This operational role supports 
the basic routine and regular needs in these housing estates. On the other 
hand, FM involves several strategic issues such as property asset portfolio 
management, strategic property decision, and facilities planning and 
development – these relate to policy and strategic management plan of the 
housing estates concerned.  
 
iv) FM, as practiced in the 20 cases, encompasses the ‗integration‘ of several FM 
functions. In general, some of the basic services that were provided include 
asset management; housing management services; building maintenance 
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management; cleaning and general maintenance; concierge, mail and other 
soft services; contract and contractor management; energy and water 
management including monitoring usage and billing; environmental safety and 
management services including fumigation, gardening and grounds 
maintenance; information management and record keeping; infrastructure 
maintenance management; responding to residents‘ complaints and taking 
actions that were deemed appropriate; security services; space management; 
stakeholder management and engagement; and waste management services. 
 
v) Sections 5.6.1 and 6.5.1 are on the FM procurement methods adopted in the 
management of housing estates. Many of the housing estates made use of 
both the in-house (FM teams) and the outsourcing. This practice has enabled 
these housing estates to obtained maximum benefit of FM practice. 
 
vi) The stakeholders that were visible and play prominent roles in the FM process 
in housing estates that were surveyed are: i) the owners including the 
shareholders (where applicable); ii) the residents (including owner-occupied 
and tenants), iii) Residents‘ Associations; iv) Federal, State and Local 
Governments including their ministries, parastals and agencies; and v) the FM 
team includind service providers. The role they respectively and collectively 
played centred on infrastructures provision and management, housing 
maintenance and ensuring effective FM service delivery.    
 
vii) FM has helped ensure the provision of functional infrastructures; the provision 
of effective services; and housing units that were habitable in safe and healthy 
environment.  
 
viii) Certain challenges were identified plaguing FM practice in housing estates. 
These challenges cut across every level of FM (strategic, tactical and 
operational). 
 
From the foregoing, it is evident that the integration of FM into housing management 
is crucial - be it privately or publicly owned; of whatever size, and irrespective of 
whether it is profit based or non-profit based. This will help ensure conducive 
housing environment, uninterrupted power supply, dependable and reliable security 
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system and courteous management team among several other expectations of the 
residents in the area of effective service delivery and functional infrastructures. 
These will therefore entail planning; proper organisation of men, materials and funds; 
monitoring and works evaluation in order to ensure that all goes according to plan. In 
addition, adequate store of FM information with the use of computer data bank for a 
greater feedback on performance and running cost housing (including its entire 
infrastructures and utility services) will be highly desirable. This will be so due to the 
fact that FM is an economic activity, vital not only to the longevity of every housing 
unit, but also to the quality and quantum of its utility to its respective owners, users 
and the immediate neighbourhood.  
 
9.2  THE GENERAL IMPLICATION OF FACILITIES MANAGEMENT PRACTICE IN 
NIGERIA  
There is still a misconception of what FM really is. Most practitioners still limit its 
scope to that of property management (PM) whereas FM transcends beyond the 
many traditional aspects of PM to include several other aspects drawn from other 
disciplines (section 2.13). Furthermore, the scope of FM has not been clearly 
defined, neither has it got an exclusive area of knowledge, which is not shared by 
other disciplines. In order for the FM discipline to evolve as a profession, a body 
recognised by law or Act of parliament must be in existence to regulate the activities 
of the profession, protect the interest of the public from abuse, design a code of 
ethics to guide the conducts of professionals or practitioners, to conduct 
examinations and award certificates and prescribe such of charges. All these are not 
yet in place in Nigeria; hence the challenge of its present misconceptions. 
Specifically, these misconceptions anchor on the wrong notion that FM and PM are 
the same or that FM is a component of PM. Other attributable factors for these 
misconceptions are: 
a) Level of awareness of FM: The level of public awareness of FM can be said 
to be very low going by the ratio of those that have knowledge of it and those 
that are not with reference to the population of the country. This could be said 
to be due to the fact that the discipline is relatively just gaining grounds in the 
country.  
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b) Confusion as to who the Facilities Manager is: Also the issue of who a 
Facilities Manager is and what qualification should a Facilities Manager 
possess is still a big issue. For instance, professional Estate Surveyors and 
Valuers are laying claim to the title, which according to them that by virtue of 
their training in real estate matters, should be accorded that title whereas 
some professionals see the need to be specifically trained in the field of FM. 
 
The above paragraphs represent the challenges of FM in certain quarters. The 
myopic perceptions of FM might have accounted for the reason why some 
organisations erroneously thought they are practicing FM whereas their limited 
scope of activities falls within the ambit of PM as observed in some housing estates 
visited during the pilot study stage of this research. As indicated by Omirin (2000), 
there is need to jettison misconception created by undue professional egotism and 
parochialism and adopt an unbiased if not dispassionate stance. This mindset 
constitutes the major obstacles to the growth and development of FM in Nigeria 
because the emergence and embrace of FM in developed countries has shown a 
positive growth trend in the socio-economic status of these countries. In order to lay 
a good foundation for FM practice in Nigeria, the following actions could be taken:      
a) The integration of FM into the housing policy and programmes of government 
will be a good step towards safeguarding the nation‘s key national assets from 
deterioration and towards ensuring that proper maintenance programme is put 
in place in order to prolong the useful economic life of these vital assets. This is 
important, as a poor maintenance culture is the root cause of most problems 
associated untimely degeneration of public infrastructure in Nigeria. 
 
b) Practitioners should also come together under one umbrella to help forge unity 
in practice as well as further the development and awareness of FM in Nigeria. 
They should ensure that a code of ethics, scale of fees and strict professional 
rules and standards are formulated in line with the intended scope of activities. 
In this regard, FM would not be seen as all-comers profession, since its practice 
will be subjected to some conditions being met. 
 
c) Emphasis should be placed on the importance of correct exposure of 
practitioners to best FM practice around the world. This is necessary to keep 
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them abreast of evolving nature of FM practice and thereby enable provisions to 
be made for necessary growth through knowledge acquisition in line with 
current acceptable standards. 
 
d) Formal training in FM should be incorporated in various tertiary institutions in 
the country with necessary inputs from key staff organisations that have applied 
facilities management theories and principles. This has the advantage of 
ensuring that organisations are attracted to the discipline and that they embrace 
its practice.  This can be done by teaching facilities management at both 
undergraduate and postgraduate levels.  It would ensure that a well-structured 
curriculum for its practice is available to various professions practicing this field 
to guide them as to what the scope of practice is as well as ensuring that 
problems encountered in its practice are easily solved. Seminars and 
workshops for facilities owners and potential owners should also be arranged 
by professional bodies, which by the training of their members are in the best 
position to provide facilities management services. 
 
Lastly, more professionals in the various disciplines should also take more interest in 
FM as there are numerous opportunities awaiting them in this discipline and which 
they are qualified to fill. In order to raise FM profile in Nigeria, the following must be 
done: share good practice across peers and organisations through the publication 
and distribution of useful catalogue of initiatives for implementation; develop and 
integrate sustainability practices into professional competencies and skills acquisition 
of would-be Facilities Manager; the need for Facilities Managers to be consulted for 
professional advice and/or input at the design and construction stages to make 
things easy during the operational phase of such development; and the need for the 
provision of a centralised web-based knowledge site for FM community or network 
throughout the building life. 
 
9.3   RESEARCH OBJECTIVES  
Objective 1: Explore the nature of FM in the housing sector in Nigeria: In 
chapter 5, the collected data were analysed and in chapter 6, an evaluation of FM in 
housing management was carried. In achieving this objective, pilot study (section 
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3.3) was carried out through reconnaissance survey and oral interview was 
conducted with Facilities Managers in order to know the specific housing estates that 
were practicing FM, the scope of FM roles being performed, the FM process being 
employed including procurement method, the challenges (if any) and any other 
issues that may be revealed during the exercise. The pilot study yielded the 20 case 
studies (section 5.1) that were eventually surveyed during second phase of this 
research. Thereafter, an extensive literature review on corporate FM was carried out 
(chapter 2) and this enabled an evaluation to be made (chapter 6) to determine the 
nature of FM being practiced in the surveyed housing estates.  
 
Based on the outcome of these research activities, it is evident that FM is 
substantially integrated into housing management practice as it covered every FM 
indicated core areas by IFMA. The core areas are: real estate; human and 
environmental factors; planning and project; leadership and management; finance; 
quality assessment and innovation; communication; and technology (section 7.4.1 
and appendix 4). 
 
Objective 2: Undertake a critical examination of FM strategies, policies and 
processes adopted in housing management. In order to fully accomplish this 
objective, the following were done:  
a)  20 different housing estates (public & private; profit based & non-profit based) 
that were used as case studies in the research. The case studies were identified 
during the pilot study, and they were purposely selected on the basis of FM 
being practiced; 
b)  interview was conducted with the use of two different set of self-administered 
questionnaire that were respectively administered on 26 Facilities Managers and 
971 residents in the 20 housing estate, seeking their respective views on their 
understanding of FM; the vision, mission and goal of establishing the housing 
estate, FM procurement, FM process, the scope of FM; facilities audit, 
information dissemination, performance measurement, functionality of 
infrastructures, the effectiveness of FM service delivery and the stakeholders 
roles in the FM process. These various aspects were the identified areas of FM 
practice, which were uncovered during the pilot stage (section 3.3 & 5.1); and 
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c)  data was collected from various sources (section 4.6), analysed (section 4.7) and 
presented (chapter 5), evaluated (chapter 6), and the findings discussed 
(chapter 7).             
 
The outcome of these research activities were that: the perception of FM by Facilities 
Managers in the housing estates surveyed is a reflection of the scope FM functions 
carried out in their respective housing estates; FM is an important integrated tool in 
enhancing the capacity of FM team and their productivity in many of the housing 
estates that were surveyed; with regard to the strategic, tactical and operational roles 
of FM departments in housing estates, the research revealed that having a clear-cut 
vision and mission statements have an influence on the success level of FM practice 
as these have assisted in shaping the focus of FM teams in housing estates that 
have these; FM service procurements were mainly through in-house FM teams and 
this practice cut across the different types of housing estates;  the provision and 
maintenance of infrastructures in housing estates involved many stakeholders 
including housing estates‘ owners, FM team, service, providers/contractors, 
government agencies, residents and Residents Associations;  there was no clearly 
defined process by which performance was monitored and actions taken to address 
failures; facilities audit is conducted in limited number of the housing estates 
surveyed, notably in the profit-based ones;  facilities Audit‘ was regularly conducted, 
but in limited number of housing estates; the available infrastructures were 
substantially functional thereby implying that they were well maintained;  and that  
the overall maintenance of the entire housing estate was very good (section 6.11).    
 
Objective 3: Undertake critical analyses of FM in the corporate real estate and 
housing sectors; and FM and Property Management. In the housing sector in 
Nigeria, especially Lagos State where many housing estates abound, it was 
considered necessary to determine whether the claim to the practice of FM in 
housing management was true or not. In order to accomplish this objective, a 
process akin to that of objective 1 was embarked upon. This process was to identify 
the housing estates practicing FM, and then determine their specific activities. The 
data collected were examined in order to properly infer their activities; and ultimately, 
evaluate these activities using the existing literature on corporate FM. As part of the 
literature review, FM and property management (PM) were delineated in other to 
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determine their respective spheres and scope of activities (section 2.13) within the 
ambit of housing management practice (section 3.3.3). This was done in order to 
determine whether, a) the FM being practiced in housing is similar to that of FM in 
the corporate world; or b) it was an abridged form between FM and PM; or c) what is 
being practiced was PM, and not FM. The outcome of this research process was that 
FM is being practiced in the right sense of it based on IFMA indicated core areas of 
FM, which the house estates that were surveyed, substantially covered. These core 
areas are real estate; human and environmental factors; planning and project; 
leadership and management; finance; quality assessment and innovation; 
communication; and technology (section 7.4.1 and appendix 4).      
  
Objective 4: Undertake a critical examination of the challenges in the practice 
of FM in housing management. In the achievement of this objective, a procedure 
similar to that of objective 2 was embarked upon. The outcome revealed the 
numerous challenges that plagued FM in housing management (Sections 5.13). 
These challenges were evaluated, thereby resulted in their delineation into those that 
bother on the strategic FM, tactical FM and operational FM. The top three challenges 
at the level of strategic FM are: financial constraints; stakeholders‘ consensus on 
policy cum commitment to policy implementation; and Decision making process and 
implementation. The challenges that bothered on tactical FM are ill equipped 
workshops and inadequate manpower (i.e. skilled artisans); FM operational 
guidelines cum bureaucratic procedures; management structure of the housing 
estate. The top three challenges confronting FM at operational level are users / 
residents‘ behaviour; irregular payment of service charge by residents; and the 
undue delays in effecting repairs and attending to complaints, especially from 
residents (Sections 5.13 and 6.10; Table 6.13). These challenges were discussed in 
section 7.9 and recommendations were proffered in section 9.5. 
Objective 5: Develop a framework for FM in Housing Management based on 
emerged theories. In achieving this objective, the same procedure as outlined in 
that of objective 2 was followed. However, the interview process covered a wider 
spectrum that that of objective 2 in line with the outlined ‗research enquiry‘ (section 
1.2). In chapter 8, theoretical propositions were proffered from the positivist 
perspective regarding the practice of FM in housing. These perspectives anchored 
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on the research findings from the emergent categories (chapter 6) Grounded theory 
philosophy postulates that theory must be grounded in the collected and analysed 
data (section 4.3.1). Some of the key elements of the developed framework are 
definition of FM in housing (section 8.2); vision, mission, goals and objectives of 
housing estates (section 8.3); the scope of FM in housing management (section 8.4), 
FM practice in the housing sector (section 8.5); derivable benefits of integrating FM 
into housing management (section 8.6) and the Facilities Manager‘s role (section 
8.7). These were operational guidelines offered towards ensuring the effective 
delivery of FM service in housing, which if followed, will enhance the quality of 
housing environment. 
 
9.4 ORIGINAL CONTRIBUTIONS TO KNOWLEDGE 
 This research contributes to knowledge in the following ways:  
a) This research provided a new dimension to research in housing through 
empirical research on the roles of FM in housing management (chapter 5), and 
at the same time evaluated the practice of FM in selected housing estates that 
claimed the practice of FM (chapter 6). Prior to this research, there is no known 
research into FM in housing in Nigeria. This research uncovers the relevance 
and the immense benefits of FM in the housing sector through data elucidation 
and analysis (see Tables 5.30 ad 6.11 of this thesis for details).  
 
b) The definition of FM in housing management in Nigeria was derived (section 
7.2). In addition, substantial literature on corporate FM that has direct bearing to 
FM in housing is now synthesised readily available to future researchers into FM 
in housing management. 
 
c) This research unearthed the various stakeholders in housing and detailed their 
various roles in the FM process. This was achieved through the analysis of the 
data collected from the twenty different housing estates. Details of these 
stakeholders and their various roles in the FM process are contained in section 
7.8 (7.8.1 to 7.8.4) and that of the Facilities Manager is contained in section 7.1 
of this thesis.     
 
d) Through rigorous data analysis involving coding, concept formation and thematic 
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analysis – all features of grounded theory research methodology, a new working 
definition of FM in housing management in Nigeria, grounded in data was 
developed. This new definition reflects FM roles and scope in housing, the FM 
process and its multi-disciplinary nature, among others. See sections 5.3, 6.3 
and 7.2 for details.  
 
e) The development of a framework that will ensure effective practice of FM in 
housing management in Nigeria.  
 
f) Methodological Pluralism and Triangulation: In this aspect, the way and 
manner through which data were collected and analysed were novel. During the 
pilot stage of this research, oral interview was used to derive the cases and also 
the indicative aspects of FM that were integrated into housing management 
practice. The outcome of the pilot study equally led to the design of self-
administered questionnaire, which was used during the survey in collecting the 
needed data during the second stage of this research. The outcome of this was 
that many cases were covered (20 cases), and many respondents were reached 
(26 Facilities Managers and 971 residents) in one single study (Tables 5.1 and 
5.2). This resulted in large volume of data that was generated. The consequent 
use of questionnaire is a novel idea in grounded theory. Furthermore, in order to 
fully accomplish the research objectives (section 1.3), a cross between Glasier‘s 
and Strauss‘‘ positions on GT was used. Although, this research was anchored 
on Strauss‘‘ positions on GT, but specific aspect of Glasier‘s was found relevant, 
and were therefore adapted (section 4.3.1.1 and Table 4.7). With these 
processes, another frontier in housing research has been opened.  
 
9.5 RECOMMENDATIONS    
Having critically examined the various aspects of FM practice in housing 
management, using 20 different types of housing estates as case studies, the 
following recommendations are proffered towards improving FM operations in the 
respective housing estates:  
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9.5.1  Facilities Managers Roles   
The extent of authority which the Facilities Manager has should commensurate with 
his level of responsibility in order to effectively take charge of any emanating 
situations in his housing estate. The Facilities Manager concerned should be 
empowered to take immediate decision on certain issues without recourse to higher 
management in order to speed up response time to emanating complaints; or 
incidents that may require prompt attention. Some of the basic roles of Facilities 
Managers are:   
i) In the respective housing estates, the Facilities Managers oversee a team of 
employees from varying disciplines. These often include contractors, 
maintenance staff/artisans and security personnel among others. Consequently, 
Facilities Managers need to be well grounded in human resources management 
and be able to source for competent service providers/vendors, possess the 
ability to read and interpret business contracts, and know how to create budgets 
and implement same. They must also be able to measure the value of their 
management and its impact on the profits and expenses of the company.  
 
ii) Facilities Managers should structure FM such that it brings benefits to the 
housing owners by supporting its vision, mission and goal of providing a 
‗conducive living environment‘ in an effective and efficient manner at the 
possible lowest costs in terms of funds, materials and human resources. This 
way, the desired ‗benefits‘ or added value will be realised. To this end, it is 
important for Facilities Managers to realise that the management of housing 
centred on the residents. Hence, their ‗welfare‘ is important and therefore the 
need to deliver a well-managed housing facility together with its complementary 
infrastructures and services.   
 
iii) FM, being a multi-disciplinary field, requires a team work approach. Therefore, 
every aspect of the FM process should be properly integrated in a well-
coordinated manner in order that the desired result is achieved. To this end, 
part of the Facilities Manager‘s responsibilities would include ensuring that any 
complaint made by any of the resident is promptly attended to in a professional 
and business-like manner; ensuring that residents are satisfied with the 
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services being provided; and regularly communicate with the residents on FM 
activities expectations.  
9.5.2  Adoption of residents-led FM approach 
Residents‘ satisfaction is a feeling of pleasure, which residents living in a particular 
housing estate get because their needs, claims, demands and desires concerning 
their primary objective of residence is being achieved. Consequently, FM teams 
should adopt a residents-led FM approach whereby the input of the residents is co-
opted into the FM service delivery system. The FM team should also evolve a culture 
of continuous improvement to achieve the desirable outcome. Specifically, FM teams 
could help improve residents‘ satisfaction in their respective housing estates in the 
following ways: 
(i) know the needs, preferences and expectations of the residents. This, the FM 
team could achieve by patiently listening to, and encourage residents to share 
their ideas, suggestions/recommendations and concerns. They should be 
encouraged to report their concerns and/or any observed or potential problems 
as soon as they arise to the Facilities Manager and/or members of his team. 
The residents‘ feedback on the extent of ‗services satisfaction‘ or with regard to 
‗infrastructures‘ functionality‘ should be encouraged. This will allow the FM team 
to reorder their priorities or refocus where necessary;  
(ii) endeavour to follow through and abide by the service level agreement with the 
residents. Where there is no explicit or documented service level agreement in 
place, one should be created and agree this with the residents accordingly;  
(iii) ensure that cordial relationships exist between the FM team and residents. This 
is achievable through regular orientation programmes; this will ensure cordiality 
among these important stakeholders in the FM process; and  
(iv) Cooperation among the residents should be encouraged so that management 
problems can be tackled and solved once and for all. When there is 
cooperation, funds (service charges, development levies, management fees, 
etc.) can be promptly raised, any decision reached can be effectively and 
promptly implemented and at the end, the management of all the entire 
infrastructures could be made more functional. There should also be 
cooperation among the FM team members irrespective of their job descriptions. 
If this cooperation is properly entrenched, work can be carried out promptly and 
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aims/objectives, missions and visions of the housing estates concerned could 
be easily achieved. 
9.5.3  Continuous improvement of FM service delivery 
A process of continuous improvement is vital in ensuring that every housing estate is 
well managed and remains more functional, cost efficient, and conducive for human 
habitation through effective FM service delivery. To be effective, continuous 
improvement practices must be firmly integrated into the organisation‘s culture and 
this would lead to simpler operational structures to improve the identification and 
delivery of residents‘ needs; better use of the professional enterprise within the 
organisation; annual savings through cost effective procurement practices; and 
processes for service delivery and financial control that centres on improving 
performance and maximizing value for money. Continuous improvement would 
entail: timely complaint resolution process through prompt response, learn from 
complaints to improve their FM service delivery; monitor residents‘ behaviour in their 
use of installed infrastructures and services in order to assess adequacy and/or 
otherwise, their needs, conflict resolution, counselling on the need to curtail 
wastefulness in the use of resources, security consciousness, and the enhancement 
of social interaction among residents; Continuous feedback loop to improve service 
delivery especially with regard to repairs execution, maintenance and/or house 
improvement activities; periodic census of residents to enable the upgrade of 
facilities where necessary - infrastructures should be planned with the future in mind 
in order to mitigate the consequences of inadequacy due to the increase in the 
number of residents.  
9.5.4  Improvement on the existing housing environment 
This will entail the accomplishment of the following:   
(a) Repairing exercise: Some of the essential areas would include: 
 Road network and drainage system: Priority should be given to rehabilitating 
the roads whereby all the potholes on these roads are sand-filled and tarred 
to ease traffic flow. In addition, attention should be paid to the drainage 
system by ensuring that they are regularly cleaned to prevent flooding when it 
rains. 
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 Streetlights: All the dead streetlights and damaged electric poles should be 
repaired or outrightly replaced as deemed appropriate. 
 Water supply infrastructures: The water taps and the damage underground 
water supply pipes should be repaired and/or replaced where necessary. 
 Wastes management: Solid wastes (refuse) containers should be provided in 
each of the designated spaces provided in the respective housing estates for 
refuse dump and to effectively maintained them by regularly disposing off the 
wastes at least once every week. 
 Landscaping: To maintain high-class standards and aesthetic environment, 
housing estates should be landscaped and flowers planted as is the case with 
some profit-based housing estates.  Firms of landscape architects will come in 
handy here. 
 Recreational areas: The management of non-profit public housing estates 
should not lose sight of the recreational areas as provided for in their original 
master plans and FM programmes should be put in place to effectively 
manage them. Efforts should be made to remove the present blight being 
experienced in the few existing ones.  
 Regular bush clearing and cleaning of the environments: Priority should be 
given to the weeding and cleaning of (common parts) especially the road 
corridors and recreational centres.  
 
(b)  Enforcement of the residency regulations: The management team of housing 
estates (profit and non-profit) should enforce the rules and regulations guiding 
the use of the housing estates to stem the current drift of these estates into slum 
especially the conversion of residential buildings to other uses in non-profit 
public housing. Laudable as the residency regulations of Lagos State 
Government are, the enforcement is poor particularly in non-profit based public 
housing estates. Some of the rules and regulations cover overcrowding of 
premises, unauthorised of alteration/conversion of premises, refuse disposal, 
erection and use of kiosks among others. With adequate manpower, these 
regulations should be enforced with fines imposed on violators.   
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9.5.5   Residents obligations in the FM process 
i) Non-conversion of housing units: The residents of the various housing 
estates should endeavour to use their respective housing units in a manner to 
keep them in good conditions. No part of the premises must be redesigned; 
neither should any part of the premises be altered in any form except after 
obtaining the requisite approval.  
ii) Self-help programs: All the residents should endeavour to come together to 
form Residents‘ Association for the purpose of allowing residents participation 
in FM activities, especially as it concerns maintaining a healthy environment 
and the promotion of harmonious relationship among the residents. The 
residents should cooperate with the appointed FM teams in the regular 
management of the existing infrastructures by promptly contributing their 
counterpart funds. In addition, they should observe the existing rules and 
regulations aimed at ensuring that the housing environment is well maintained 
and peaceful.  
iii)    Formation of residents associations: All the non-profit based public housing 
estates presently have a functional residents‘ association mainly responsible for 
security and also responsible for the general cleaning of the environment.  This 
type of association is not present in those housing estates where all the 
residents are tenants. Considering the enviable roles which such an association 
could play in the life of any housing estate, it is worth having. Effective residents 
association could help bridge communication gaps between the estate owners, 
the FM team and residents through representations. 
 
Finally, it should be noted that the condition and quality of housing reflects nation‘s 
pride and its level of development, prosperity and social values. It is hoped that the 
adoption of the recommendations above will help improve the current state of the 
numerous housing estates that abounds in Lagos State in particular, and across the 
remaining States in Nigeria and thereby prevent them from sliding into untimely 
deterioration.  
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9.6  AREAS FOR FURTHER RESEARCH  
Since this study is limited to FM practice in twenty selected housing estates 
(nineteen in Lagos State and one in Ogun State), the frontier of this research could 
be extended to cover other States in Nigeria. In the course of this research, 
outsourcing featured prominently as one of the operational tools employed in FM 
service delivery. This being the case, research into this activity would suffice to 
assess its appropriateness or otherwise. For instance, future research could be on 
the role of FM in the ‗efficient‘ management of housing estates in Nigeria since the 
present research precludes this. This would be necessary considering the high cost 
of building acquisition and the implication of ownership in Nigeria. This particular 
research would help assess the added value of FM since the present research 
treated it superficially; the same situation applies to the level of residents‘ satisfaction 
in the respective housing estates. Research could also be in the area of ‗FM 
performance measurement‘ that would also consider its ‗efficiency‘ in terms of 
financial returns over cost. Furthermore, the data generated by this research could 
be further reanalysed using qualitative analysis tools such as Computer Assisted 
Qualitative Data Analysis Software (CAQDAS), NVivo version 10, MAXQDA, Atlas/ti 
or Nudist. However, NVivo could be most suitable for this particular type of research, 
being a mixed method. This way, a higher level of analysis could be done that could 
further probe that data towards discovering more attributes and more relationships 
among the cases.   Conducting these, and other housing related researches, would 
help to consolidate the findings and underpin the theoretical framework on the critical 
roles of FM in housing. These researches, hopefully, would further help reveal the 
relevance of FM in housing. 
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APPENDIX 1: QUESTIONNAIRE FOR IN-HOUSE FACILITIES    
MANAGEMENT TEAM / FM SERVICE PROVIDERS 
AND CONSULTANTS 
 
INSTRUCTION: Please tick (or indicate) the appropriate answers  
 
PART 1: BACKGROUND INFORMATION  
1) Please give your name? (Optional) ………………………......………………........................................ 
Please state the name and address of your Housing Estate ........................…….……………..……… 
.................................................................................................................................................. 
3)  What qualification(s) do you hold? .......................…….……………….………….............................. 
4)  What is your field of discipline? .................………………..…………..………………......................... 
5)  Please state the professional body you belong to......................................................................... 
6)  What is the title of your current job? ............................................................................................ 
7) Who do you report to within your organisation? ............................................................................ 
8) What is the current facilities management role of your team in the housing estate? (Please tick only 
one option) 
1) In-house FM service provider (directly employed by the organisation for which you provide 
services)  (   ) 
2) Multi-service companies (an outside facilities management company to provide FM services (  ) 
3) Facilities Management Consultant   (   ) 
4) Client Manager or equivalent (overseeing service provider‘s activities)   (   ) 
5) Other facilities management role, please specify …….…………….………………………… 
 
9) How long have you been in the practice of facilities management? ............................. years.  
 
PART 2: THE PERCEPTION OF FM AND THE SCOPE OF SERVICES RENDERED BY THE 
FACILITIES MANAGEMENT (FM) DEPARTMENT / SERVICE PROVIDER     
1) With regards to the numerous activities/functions carried out in your housing estate, how best can 
you describe facilities management? Please rank each of the following statement in the order of 
their relevance (i.e. the ranking from highest (5) to the lowest (1).  
Ranking Keys:  
SA = (5)  Strongly 
Agree 
A =  (4)  
Agree  
N = (3)  
Neutral  
D = (2)   
Disagree  
SD = (1)  Strongly 
Disagree 
   
Facility Management is the… SA 
(5) 
A 
(4) 
N 
(3) 
D 
(2) 
SD 
(1) 
1) coordination and overseeing the safe, secure, and environmentally-
sound operations and maintenance of real estate assets in a cost-
effective manner, aimed at long-term preservation of the asset value.  
     
2) discipline that provides strategic, tactical and operational support 
activities that will ensure the organisation operates at optimum 
efficiency and effectiveness. 
     
3) integration of processes within an organisation to maintain and develop 
the agreed services which support and improve the effectiveness of its 
primary activities. 
     
4) management discipline that ensure that the occupancy costs, which 
represent the highest overhead for almost every organisation after 
salaries, is minimised whilst maintaining the required standards. 
     
5) management of buildings and their related services.      
6) management of facility resources and services to support the 
operations of an organisation. 
     
7) management of only cleaning and gardening services.      
8) only professional discipline that represents the post occupancy 
requirement in any new building or refurbishment in a pro-active 
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manner. 
9) practice of integrating people, business process and physical 
infrastructure 
     
10) process by which an organization ensures that its buildings, systems, 
and services support core operations and processes as well as 
contributes to achieving its‘ strategic objectives in changing conditions. 
     
11) profession responsible for ensuring that all statutory, corporate social 
responsibility, risk management and environmental requirements are 
delivered efficiently and effectively into the working environment. 
     
12) profession that encompasses multiple disciplines, to ensure 
functionality of the built environment by integrating people, place, 
processes and technology. 
     
13) supervision and control of those operational elements of an 
organisation in such a coordinated manner as to enhance the efficient 
use of resources while allowing the organisation to realize its desired 
goals. 
     
14) management of specific physical entities to enable the business to 
carry out its functions. 
     
15) total management of all services that support core-business.      
16) provision of a combination of support services within a client‘s facilities      
17) Please give your own description of facilities management  
 
 
 
 
  
Note: In addition and/or alternatively, you may wish to attach your housing estate brochures and/or 
any other document that contains the services rendered in the housing estate. 
 
PART 3: MISSION, VISION AND GOALS OF THE HOUSING ESTATE 
 A vision statement outlines what the organisation or department wants to be. It concentrates on 
the future. It is a source of inspiration and provides clear decision-making criteria. 
 A mission statement is an indicative of the fundamental purpose of an organisation or 
department. It concentrates on the present; defines the customer and the critical processes; and 
informs of the desired level of performance.  
 
1) Please state the vision and mission of your organisation 
Vision ……………………………………………………………………………………………………. 
……………………………………………………………………………………………………………… 
Mission …………………………………………………………………………………………………… 
………………………………………………………………………………………….…………………… 
2)  Which of the following constitute your facilities management (FM) goals and objectives geared 
towards achieving the mission and vision of your housing estate? Please tick as appropriate. 
FM GOALS/OBJECTIVES 
A) Clients 
1. To cultivate clients‘ trust by understanding, anticipating and responding effectively to their 
needs. 
 
2. To properly define service levels agreement in a financially sustainable manner.  
3. That suppliers/service provider become more customer focused and provide better quality 
housing and services that matches the needs of the respective potential end-users (i.e. 
residents) and such a degree that value for money is achieved through improved 
procurement processes. 
 
4. That service is rendered promptly, and is efficiently and effectively connected to all 
stakeholders achieving higher levels of residents‘ satisfaction and facilities improvements. 
 
5. To develop a strong service culture that is efficient and reliable.  
  
B) FM including ancillary staff 
6. To verify capacity, align resources to accomplish process requirements and the 
establishment of measurement criteria for each process, including benchmark research 
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where applicable. 
7. To improve the ability of managers and supervisors to create and sustain an effective 
team environment  
 
8. To increase the importance placed on effective team work, understanding of what it 
requires and strengthen the skills and commitment of every employee to positively 
contribute to facilities objectives.  
 
9. To address a number of outstanding issues that have a negative effect on morale through 
regular, constructive FM team meetings and thus strengthen opportunities for professional 
development  
 
10. To put systems, skills and supports in place that will enable the FM team to do good work 
geared towards continuous excellence in service delivery.  
 
C) Communication with all the stakeholders that are connected to the housing estate 
11. To define the nature of information that is needed, when and by whom, i.e. to share the 
right information with the right people at the right time in the right manner. 
 
12. To develop and maintain a communication and reporting strategy and program   
13. To promote effective relationships, by improving communication among all the 
stakeholders in the housing estate. 
 
14. To raise residents awareness and expectations through the provision of information on 
good practice to owners and residents, and by promoting better consultation with 
residents. 
 
D) Meeting the expectations of residents of the housing estates    
15. To provide comprehensive and integrated facilities management by ensuring that the 
assets used for the delivery of services are safe and compliant with applicable regulations 
consistent with assessment of risk and the available resources 
 
16. To be a good stewards of the housing estate facilities and to provide a conducive, safe 
and sustainable environment for residents and visitors. 
 
17. That materials, people and time are effectively deployed, and at the same time, waste is 
minimised or totally eliminated.  
 
18. To manage an  accurate and useful facilities information  
19. The creation of facilities policy that expresses corporate values such as trust, 
appreciation, safety, environmental protection, cooperation/teamwork and respect among 
others. 
 
20. The development and recommendation of goals and an action plan that will ensure 
continuous and efficient service delivery and high quality facilities performance. 
 
21. The development of facilities to meet organisation‘s business goals and objectives.  
22. To survey customers to determine if FM services, project work, safety and environmental 
services, and custodial activities meet their needs. 
 
23. To utilize survey information to drive changes in workforce deployment, resource 
allocation, and standards. 
 
24. To enhance lines of communications with customers.   
25. Have residents collaborate with the FM team in the development of products and 
services. 
 
26. To develop and maintain the housing estate Master Plan in a way that meets the 
requirement of the residents, and at the same time, balancing quality and cost. 
 
27. The identification of the relationship between the client‘s core business and facilities 
management functions 
 
28. The establishment of the role of facilities management services in achieving the client‘s 
business objectives 
 
29. To identify requirements which are consistent with the client‘s policies, objectives and 
constraints 
 
30. To ensure that  identified services are cost effective and consistent with legal and 
regulatory requirements 
 
31. To agree on the service level agreement and requirements with stakeholders, especially 
the facilities‘ end users  
 
32. To establish with clients how facilities and services will be monitored and 
evaluated/appraised 
 
33. To agree with clients how issues and problems in relation to facilities and services will be 
handled 
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34. To evaluate on a regular basis if facilities and services are meeting original requirements 
and identify business opportunities to offer additional services to clients 
 
35. To inspect the condition of the entire housing estate and make recommendations on 
maintenance and related improvements 
 
36. To identify problems likely to affect the safety and use of the premises and take 
immediate remedial action. 
 
37. To maintain accurate, complete and up-to-date records of the outcomes of monitoring and 
inspection.  
 
38. To monitor the use of facilities at intervals and identify reasons for changes in usage or 
facilities failures. 
 
39. To take appropriate action to conserve utilities and encourage others to do so  
40. To make implementable policies for improvements in the in the use of  the estate facilities  
41.   
42.   
43.   
44.   
45.   
 
3)  With regard to the realisation of the mission, vision and goals of your housing estate, did any of the 
following represent the strategic roles of your FM department/unit? Please tick as appropriate. 
Strategic roles of the FM department tailored towards the realisation of the mission 
and vision of your housing estate. 
 
1) Apart from mission and vision, other components of the strategic plan for your housing 
estate include corporate values, strategic themes, the desired goals to be achieved, 
initiatives and appropriate action plans and these components are properly defined for 
the purpose of clarity. 
 
2) Ensuring that the divergent processes, procedures, and standards present in the 
housing estate complement rather than interfere with one another.  
 
3) Ensuring that the housing estate receives the most it can for its facility-related 
expenditures. This is often done through standardization of company-wide needs so that 
high-volume purchases of necessary spare parts can be made.  
 
4) Have a clear vision and understanding of long-term strategy rather than a short-term 
focus on tactics. 
 
5) Making the planning documents understandable to the residents and other stakeholders 
and these properly communicated to them. 
 
6) Monitoring all aspects of facilities maintenance and upkeep so that the housing estate 
can operate at highest capacity.  
 
7) Monitoring organisation‘s efficiency and efforts is judged by time, cost, quantity, and 
quality. 
 
8) Proper education of the facilities management team about all manner of standards and 
procedures in every aspect of the housing estate.  
 
9) Reduce wastes to a minimum.  
10) The continual monitoring and the implementation of the strategic plan and operational 
plan on on-going basis. 
 
11) The creation of effective and workable service partnerships among the various 
stakeholders. 
 
12) The documentation and the evaluation of the process, the strategic plan vis-à-vis the 
desired outcomes. 
 
13) The establishment of goals and strategies which are developed objectives within an 
operational plan of the housing estate 
 
14) The formulation, revision and communication of facilities policy whenever it is deemed 
necessary. 
 
15) The identification of facilities needs and user (residents) requirements.  
16) The negotiation of service level agreements between the various stakeholders.  
17) The planning and designing for continuous improvement of service quality.  
18) The systematic service appraisal on periodic basis with emphasis on quality and  
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standard of facilities, value enhancement and the attendant risk – all these in consonant 
with the agreed service level agreement. 
19) Develop, manage and continually refine the facilities standards inclusive of building, 
space, policy, process and procedural standards. 
 
20) Develop, implement and manage a capability comprising technical expertise, 
methodologies, computerised systems and data that enables decision making on 
performance of buildings and services, extent of properties and use thereof. 
 
  
  
  
  
 
PART 3: FACILITIES MANAGEMENT SCHEDULE OF FUNCTIONS 
1) Which of these responsibilities/functions are carried out by your FM team in the housing estate? 
Please tick as applicable to you.      
LIST OF SERVICES THAT COULD BE RENDERED IN HOUSING ESTATES 
1) Agreement on the service level and requirements with the relevant stakeholder.   
2) Agreement with clients how issues and problems in relation to facilities and services will be 
handled.  
 
3) Asset tracking, inventories and the periodic evaluations of the state of facilities generally).  
4) Building performance evaluation.    
5) Comprehensive assessment of facility needs.  
6) Contract administration and maintenance works supervision.   
7) Cost control (including budgeting, life cycle costing).  
8) Drainage system surveys and maintenance.  
9) Ensure that all the identified services are cost effective and consistent with legal and 
regulatory requirements. 
 
10) Establish with the FM team how facilities and services will be monitored and 
evaluated/appraised. 
 
11) External building maintenance.  
12) Facilities maintenance.  
13) Fire fighting and detection systems.  
14) Helpdesk and janitorial services.  
15) Identification of requirements which are consistent with the client‘s policies, objectives and 
constraints. 
 
16) The identification of the problems likely to affect the safety and use of the premises and 
take immediate remedial action. 
 
17) Regular inspection of the condition of premises and make appropriate recommendations 
on maintenance and improvements. 
 
18) Internal building maintenance.  
19) Lease administration.  
20) Long-term planning: Facility evaluations  
21) The maintenance of accurate, complete and up-to-date records of the outcomes of 
monitoring and inspection.  
 
22) Maintenance of network of roads in the housing estate.  
23) Maintenance: Preventive and operational maintenance of all building systems  
24) Making workable recommendations for improvements in the in the use of the estate 
facilities. 
 
25) Monitoring the use of facilities at intervals and identify reasons for changes in usage and/or 
breakdown. 
 
26) Occupational health and safety.  
27) Operation and maintenance of recreational centres.  
28) Organising the purchasing and storing of building materials and other items.    
29) Post-occupancy evaluation; the data obtained aimed at improving future projects.  
30) Preparation of annual maintenance budget.  
31) Efficient procurement and negotiation regime in order to achieve optimum value with 
required technical competencies 
 
32) Procurement and project management.  
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33) Program support services.  
34) Project Implementation: Planning  
35) Property portfolio management.  
36) Provision and maintenance of workshop services (notably plumbing, electrical, 
emergency/service and carpentry).  
 
37) Real estate (acquisition and disposal of buildings.   
38) Refuse disposal.   
39) Regular maintenance of electrical and mechanical equipment‘s.   
40) Regulatory and statutory compliance – to proactively monitor and manage  
41) Reports and records management.   
42) Routine inspection and maintenance of buildings.    
43) Routine inspection and maintenance of facilities.   
44) Running a maintenance information system.     
45) Running maintenance workshops.      
46) Scheduling of architectural and engineering services.   
47) Security services.  
48) Space planning and management.   
49) Supervision of maintenance works.    
50) Supply chain management – rationalisation and best value to appropriate standards  
51) Support Services – tailored to meet the core corporate activities  
52) The continual appraisal of the role of facilities management services in achieving the 
client‘s business objectives. 
 
53) The identification of the relationship between the client‘s core business and facilities 
management functions.  
 
54) The regular evaluation of facilities and services to ascertain if they meet the original 
requirements and identify business opportunities to offer additional services to clients.  
 
55) Utilities operation and maintenance.   
56) Waste water treatment.   
57) Working environment – to desired standards  
58)  
59)   
60)  
61)  
62)  
 
2)   How would you like to assess the functionality and conditions of the infrastructure available within 
your housing estate? 
Functionality ratings:  (5) VF = Very Functional    (4)   F = Functional   (3) F = Not Functional   
(2)  O = Obsolete         (1)  DFR = Due for replacement 
Condition ratings: (5) VG = Very Good     (4) G = Good     (3) F = Fair       (2) B = Bad        (1) 
VB = Very Bad 
 Facilities/Services in the 
housing estate  
 
Functionality ratings  Condition ratings 
(5) 
VF 
(4)   
F 
(3)  
NF 
(2)  
O 
(1) 
DFR 
(5) 
VG 
(4)   
G 
(3)  
F 
(2)  
B 
(1) 
VB 
1) Boreholes and water related 
equipment 
          
2) Buildings            
3) Communication facilities             
4) Conference centres           
5) Drainage facilities           
6) Electricity generators and 
other related equipment 
          
7) Fire hydrant/fire alarm 
system in the houses 
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8) Fire station             
9) FM office and other ancillary 
buildings 
          
10) Gym and health club           
11) Market           
12) Medical facilities (hospitals, 
clinics, etc.) 
          
13) Pipe borne water and 
installations 
          
14) Recreational/sporting 
facilities 
          
15) Residential buildings           
16) Road network           
17) Educational facilities           
18) Security gadgets             
19) Sewage treatment plants             
20) Street lights           
21) Swimming pool           
22) Refuse site/containers             
23)            
24)            
 
3)  Kindly assess the service quality of your FM team using the information in the Table below as a 
guide. Please, tick as appropriate. 
Determinants 
of service quality 
Breakdown of service quality Yes No 
Access Do you provide easy and convenient access to all the essential FM 
services by way of the following:  
1) convenient location of the FM department/unit within the 
housing estate?  
  
2) one stop shop (as it relate to the provision of FM services)?   
3) convenient operating hours?   
4) 24 hour telephone service?   
5) internet access where there is need to employ the internet to 
reach FM team? 
  
Communication As FM service provider for the housing estate, would you say that 
the: 
6) FM team keep the residents adequately informed in a language 
they understand? through the issuance of pamphlets and 
brochures that were written in plain English? 
  
  
7) communication materials are tailored to the need of individual 
groups (ethnic minorities, visually impaired, etc.)? 
  
8) FM team regularly and patiently listen to residents‘ complaints?     
9) complaints and suggestions systems are in place in the estate?   
10) FM team possessed good oral and written communication 
capability? 
  
Competence 
 
11) Do you think that the FM team possesses the requisite skills 
and knowledge to provide the agreed FM services and do all 
staff know and have the ability to do their job? 
  
12) Do you think that the FM team possesses adequate knowledge 
of local laws and customs? 
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13) Do you think that these local laws and customs appropriately 
applied in the course of delivering FM services by the FM team?   
  
Courtesy (i.e. 
polite behaviour) 
14) Does the FM team show politeness, respect, consideration, 
friendliness of staff at all levels, i.e. staff behaving politely and 
pleasantly? 
  
15) Does the FM team possess the ability to relate well with 
residents and in solving facilities related problems? 
  
16) Are the FM team comfortable with reaction?   
Credibility 17) Would you say that the FM team and other service providers 
are trustworthy? 
  
18) Do they possess good reputation and image with regard to the 
services they provide? 
  
Reliability 
 
19) Does the FM team provide consistent, appropriate and 
dependable service?  
  
20) Does the FM team always deliver the service that was promised 
in line with the service level agreement (SLA)? 
  
21) Would you say that the FM team keep accurate records?    
22) Is there any considerable level of accuracy in the charge bills 
especially in the area of water bill, electricity bill and service 
charge? 
  
23) Would you say that the FM team does their jobs right first time?   
24) Would you say that the FM team keeps promises and 
deadlines? 
  
Responsiveness 
 
25) Would you say that the FM team are always willing and ready to 
provide service when needed? 
  
26) Would you say that the FM team resolve problems quickly?   
27) Do they (FM team) have concurrent problem solving capability?   
28) Does the FM team keep to appointment times?   
Security 
 
29) Do you feel physical safe by virtue of your residing in the 
housing estate? 
  
30) With regards to financial matters in the housing estate, would 
you say that the residents‘ counterpart monetary contribution 
towards facilities maintenance is safe with the facilities Manager 
and his team? 
  
31) Would you say that the FM team as presently constituted have 
the capacity to provide services in a safe and secure manner? 
  
Tangibles 32) Are the physical aspects of the facilities, staff strength and 
working tools up-to-date and adequate? 
  
Understanding 
the residents 
and meeting 
their needs 
33) Going by the activities of the FM team in your housing estate, 
do you think the team know the specific needs of the residents? 
34) If yes, does the FM team tailored their services/activities to meet 
the identified needs where it is practically possible to do so? 
  
 
PART 4: HELPDESK, INFORMATION AND WORKS MANAGEMENT SYSTEM 
1)  How do residents of the estate report facilities/building defects and other complaints to you?       
          1) Completing a complaints form (   )        
          2) Reporting verbally to the Maintenance Team (  )        
          3) Telephone call (  )         
          4) Letter from user/occupier (  )     
          5)  Others, please specify …..……………………………................................……………… 
 
2)  On receiving complaint or request for facilities/building repairs, how soon do you respond to it? 
(Please tick only two)    
           1) Same day, if emergency (  )        
           2) Within one week (  )          
           3) Within two weeks (  )       
           4) Within three weeks (  )        
    5) Within a month (  )                     
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    6) Others, please specify………...........................………………………………….………………. 
 
3)  When you carry out maintenance work, do you normally have any feedback from the beneficiaries 
of the maintenance work rendered?         1) Yes (  )              2) No (  )                      
 
4)  With regards to effective information dissemination to the members of your FM team, do you have 
the following in place? Please, tick as appropriate. 
Information and facilities related issues Yes  No  
1) Do you have organisational chart for the housing estate, including the respective titles 
and/or pay grades? 
  
2) Do you appropriate financial records to help you evaluate invoices for approval?   
3) Do you have the building drawings to establish where people, equipment and 
resources are located within the housing estate? 
  
4) Do you have contact lists for your department, key executive team members and 
service providers?  
  
5) Do you have an effective emergency, evacuation and disaster recovery plans in place 
in the housing estate? 
  
6) Do you have facilities maintenance budgets for current and previous years?    
7) Do you have facilities management procedures in place?    
8) If your answer to (7) above is yes, do they exist in written form?   
9) Do you have contracts in place for all key facilities installations and critical building 
components with major vendors?  
  
10) Do you have job descriptions for all categories of staff in the FM department of your 
housing estate?   
  
11) Do you have calendar of events, that is, if your housing estate is event driven?   
 
5)  What are the main purposes of the information you collect?   (Please tick your best five)     
      1) For giving full instruction (   )          
      2) For knowledge/comparison   (   )           
      3) For planning/production (    )                
      4) For taking decision and/or problem solving (     )    
      5) For storage/retrieval (     )   
      6) For presentation to upper management (     )          
      7)  For staff digest (       )        
      8) Others, please specify……………..........................................................................………. 
 
6)  Do you keep maintenance history/records of installed facilities in your housing estate?    
        1) Yes   (      )                 2) No (     )                     
 
PART 5: FM TEAM AND RESIDENTS’ PERCEPTION/SATISFACTION OF FM SERVICES  
1) How does your FM team assess or evaluate the performance of your activity and the performance 
facilities services?   Please tick as appropriate. 
          1) User‘s satisfaction (   )          
          2) Benchmark (   )                                       
          3) Post Occupancy Evaluation (   )                                                                                                                                                                                                                                            
4) Key Performance Index (   )        
         5) Balance Score Card (   )                           
         6) Statistical Quality Control (   )         
         7) Range of Measures (  )          
         8) Building Performance Evaluation (   )     
         9) Others, please specify ............................................................................................................. 
 
2) Effectiveness is defined as the degree of accomplishment of objectives - showing how well a set of 
result is accomplished by doing the right things, at the right time, and with the right quality and 
attitude; it is the extent to which customer requirements are met. With this definition in mind, how 
would you assess the effectiveness of FM services as provided by your team in the housing estate? 
Please, tick as appropriate.         
        (5) VE = Very Effective      (4) E = Effective     (3) FE = Fairly Effective      (2) NE = Not Effective      
        (1) SNA = Service not available 
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Aggregate of the likely FM services provided VE 
(5) 
E 
(4)    
FE 
(3)   
NE  
(2)   
SNA 
 (1) 
1) Agreement on the service level and requirements with the 
relevant stakeholder.  
     
2) Agreement with clients how issues and problems in relation to 
facilities and services will be handled.  
     
3) Asset tracking, inventories and the periodic evaluations of the 
state of facilities generally). 
     
4) Building performance evaluation.        
5) Comprehensive assessment of facility needs.      
6) Contract administration and maintenance works supervision.       
7) Cost control (including budgeting, life cycle costing).      
8) Drainage system surveys and maintenance.      
9) Ensure identified services are cost effective and consistent with 
legal and regulatory requirements. 
     
10) Establish with clients how facilities and services will be monitored 
and evaluated/appraised. 
     
11) External building maintenance.      
12) Facilities maintenance.      
13) Fire fighting and detection systems.      
14) Helpdesk and janitorial services.      
15) Identification of requirements which are consistent with the client‘s 
policies, objectives and constraints. 
     
16) Identify problems likely to affect the safety and use of the 
premises and take immediate remedial action. 
     
17) Inspect the condition of premises and make appropriate 
recommendations on maintenance and improvements. 
     
18) Internal building maintenance.      
19) Lease administration.      
20) Long-term planning: Facility evaluations      
21) The maintenance of accurate, complete and up-to-date records of 
the outcomes of monitoring and inspection.  
     
22) Maintenance of network of roads in the housing estate.      
23) Maintenance: Preventive and operational maintenance of all 
building systems 
     
24) Make workable recommendations for improvements in the in the 
use of the estate facilities. 
     
25) Monitor the use of facilities at intervals and identify reasons for 
changes in usage and/or breakdown. 
     
26) Occupational health and safety.      
27) Operation and maintenance of recreational centres.      
28) Organizing the purchasing and storing of building materials and 
other items.   
     
29) Post-occupancy evaluation; the data obtained aimed at improving 
future projects. 
     
30) Preparation of annual maintenance budget.      
31) Procurement and negotiation – optimum value with required 
technical competencies 
     
32) Procurement and project management.      
33) Program support services.      
34) Project Implementation: Planning      
35) Property portfolio management.      
36) Provision and maintenance of workshop services (notably 
plumbing, electrical, emergency/service and carpentry).  
     
37) Real estate (acquisition and disposal of buildings.       
38) Refuse disposal.       
39) Regular maintenance of electrical and mechanical equipment.       
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40) Regulatory and statutory compliance – to proactively monitor and 
manage 
     
41) Reports and records management.       
42) Routine inspection and maintenance of buildings.        
43) Routine inspection and maintenance of facilities.       
44) Running a maintenance information system.         
45) Running maintenance workshops.          
46) Scheduling of architectural and engineering services.       
47) Security services.      
48) Space planning and management.       
49) Supervision of maintenance works.        
50) Supply chain management – rationalisation and best value to 
appropriate standards 
     
51) Support Services – tailored to meet the core corporate activities      
52) The continual appraisal of the role of facilities management 
services in achieving the client‘s business objectives. 
     
53) The identification of the relationship between the client‘s core 
business and facilities management functions.  
     
54) The regular evaluation of facilities and services to ascertain if they 
meet the original requirements and identify business opportunities 
to offer additional services to clients.  
     
55) Utilities operation and maintenance.       
56) Waste water treatment.       
57) Working environment – to desired standards      
58)       
59)       
60)       
 
3) Since your engagement to provide FM services in the housing estate, would you say that FM has 
added value or benefits in any of the under listed ways? Please tick only those criteria that apply to 
you.                                                                                          
FM Value added criteria   
1) A multi-skilled FM team encourages the culture of teamwork and diversity and this gives 
the ability to deal with maintenance issues without having to be over dependent on 
outside specialist and the acquisition of a wide knowledge of different services which 
gives you a sense of control, confidence and an improvement in communication among 
team members. 
 
2) An effective FM ensures one stop shop approach for customers and has helped to 
address a number of outstanding issues that have a negative effect on morale and the 
better use of professional expertise and experience within the housing estate.  
 
3) An increase the importance placed on effective team work, understanding of what it 
requires and strengthen the skills and commitment of every employee to contribute thus 
leading to an improvement in the ability of facilities managers and their teams in creating 
and the sustenance of an effective team environment 
 
4) Appropriate balance of time, quality, cost.   
5) Changes in management culture and responsibilities, based on collaboration and 
customer centred 
 
6) Compliance with quality and specifications.  
7) Consideration of operation and maintenance needs.  
8) There is cost efficiency  
9) Developing facilities to meet business objectives and ensure business continuity  
10) Effective maintenance and refurbishment of residential accommodation to improve 
income generation conserve resources and reduce overheads.  
 
11) Enhance manageability, flexibility, sustainability of new, existing and adapted facility.     
12) Enhances corporate values through formulating and communicating strategic facilities 
policy 
 
13) Enhances the competiveness of core business  
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14) Ensures simpler operational structures, to improve the identification and delivery of 
residents‘ needs that brought about clearer roles for facilities management team and 
other ancillary, as client and service provider respectively. 
 
15) Ensuring effective purchasing and contracting strategies  
16) Establish a budget to achieve best value over the long term.  
17) Establish productive workplace and low operating and maintenance costs  
18) FM has helped put systems, skills and supports in place that enable good work to be 
done and continuously progress toward excellence thus ensuring an effective service 
delivery and financial control that centre on improving performance and maximising value 
for money. 
 
19) Gives the customer better value for money through enhanced service quality and 
consistency improvement in service delivery consequently leading to positive 
relationships with clients. 
 
20) Identify and clearly define all required services including interfaces.  
21) Identifying business needs and user requirements   
1) Improve corporate image  
22) Improve facilities to enhance operational efficiencies  
23) Maintain the operational fitness and value of the estate by timely and adequate 
maintenance and reduction of facility deterioration and obsolescence. 
 
24) Meet the standard needs and quality of the performance.  
25) Minimise equipment and structural failures.  
26) Minimise trade staff productivity.   
27) Monitor and control the integrative planning and implementation to ensure performance 
satisfaction. 
 
28) Offer broader experience and best practice  
29) Offer downsizing, consolidation of units, acquisition or disposition of properties.    
30) Offer reorganisation or relocation associated with addition or loss of staff, loss or gain of 
leased space, installation of new equipment, reorganisation of functional units or changes 
in work process.  
 
31) Offer service quality in support of business operations  
32) Offers strategic advice based on knowledge of client‘s objective  
33) Optimization of the master plan by identifying opportunities to enhance buildings, grounds 
and utility systems and also ensure the appropriate application of operating capital 
improvement, renovation, maintenance, repair, and utility resources. 
 
34) Organise an effectual organisational structure that plans, schedules and measures work 
activity and productivity.   
 
35) Planning and designing for continuous improvement and service quality.   
36) Provide economically and efficiently for the present and future need of clients, either by 
arranging for reallocation of space within existing estate.  
 
37) Provide effective space management within existing parameters and forecast existing 
parameters and forecast efficient utilisation. 
 
38) Provide efficient and effective project management in order to ensure that the operational 
requirements are met within specified budget and time schedule 
 
39) The integration of FM has helped to provide excellent, safe, secure and healthy working 
environment  
 
40) Provide support services to overall facilities management  
41) The integration of FM has helped to ensure quality of service delivery  
42) Rationalising assets and facilities management resources as part of its capital investment 
strategy and cost savings. 
 
43) The integration of FM has made possible a wider scope housing management activities  
44) Speed of service including emergency response  
45) Transferable skills are gained and FM team are able to share good practice and learn 
from each other thus reduces the risk of having pre-conceptions on how things should be 
done. 
 
Other value added/benefits that facilities management bring to your housing estates, please 
specify:..................................................................................... 
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PART 6:  INFRASTRUCTURES AUDIT AND CHALLENGES OF FM IN THE HOUSING ESTATE   
1) Facilities audit is described as ‗an independent review of the efficiency and effectiveness of the 
process of providing and operating facilities, together with cost, performance levels, space use, 
management structures and systems‘ (Bernard Williams, 2003). Is facilities audit carried out in 
your housing estate?       1) Yes   (     )             2) No   (     )              
 
2) If your answer to question (1) above is yes, please indicate by ticking as appropriate, your 
facilities audit activities in the housing estate. (Please tick as appropriate)  
With regard to your Facilities audit, do you...  
1) provide a detailed inspection of facilities and identify deficiencies?  
2) develop and refine maintenance requirements?  
3) determine if equipment is operating to designed parameters?  
4) identify safety, security, and handicapped access issues?  
5) determine if the facility is both functional and serviceable for the company's purposes?  
6) use life cycle and other facility financial analysis tools to determine the best course of 
action to correct deficiencies? 
 
7) identify and evaluate alternatives?  
8) develop recommendations for corrective action?  
9) develop budget recommendations?  
10) plan a program of corrective action that minimizes negative impact on business 
operations? 
 
       Please indicate other Facilities Audit activities  that are carried out in your housing estate   
11)   
12)   
13)   
14)   
15)   
 
 3) What would you say are the constraints/challenges affecting FM performance in your housing 
estate? Please rank each of the factors chosen in the order of their relevance (i.e. the ranking from 
highest (5) to the lowest (1)  
Factors that impacted on FM effective operations in your estate 5 4 3 2 1 
1 Financial constraints      
2  Organisation structure  and process      
3 Organisation policy       
4 Stakeholders consensus on policy cum commitment to policy implementation      
5 Resources (financial and manpower)      
7 Work process and coordination       
8 Facility Manager‘s ability      
9 Management structure with regard to the housing estate      
10 Inadequate staff to man key positions in the facilities management of the 
United States Army 
     
11 Vandalism and theft      
12 Security issues      
13 Users / residents‘ behaviour      
14 Undue delays in effecting repairs and attending to complaints, especially 
from residents 
     
15 Location of the housing estate      
16 FM operational guidelines cum bureaucratic procedures      
17 Decision making process and implementation      
18 Lack of planned FM model/strategy      
19 Inherent corruption cum lack of financial accountability      
20 Inadequate spare parts and working tools      
21 Ill equipped workshops and inadequate manpower (i.e. skilled artisans)      
22 Use of poor quality components and materials      
23 Lack of skilled personnel in FM departments/organisation      
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24 Indifference of owners of the housing estates to facilities maintenance      
25 Increase in the intensity of use of the installed facilities  due to lack of 
expansion 
     
26 Inefficiency of the FM staff       
27 High cost of facilities maintenance       
28 Inter-departmental rivalry and lack of cooperation among FM staff       
29 Irregular payment of service charge by residents       
30 Others, please specify.................................................................................... 
....................................................................................................................... 
........................................................................................................................ 
........................................................................................................................ 
     
 
4) What suggestions can you give in other to ensure the effectiveness of facilities management 
practice in the housing sector? .................................................................................................  
 
THANK YOU FOR YOUR TIME AND EFFORT IN FILLING THIS QUESTIONNAIRE 
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APPENDIX 2: QUESTIONNAIRE FOR THE RESIDENTS  
 
INSTRUCTION: Please tick (or indicate) the appropriate answers  
 
PART 1: BACKGROUND INFORMATION 
1)  What is the name of your housing estate?...........................................……………………….. 
2)  What is the nature of your occupancy?    
       1)   Owner occupied (    )     
       2)   Rented/leased apartment (   )       
       3)   Others, please specify ................................................................................................ 
 
3)  How long have you been a resident in the housing estate ...................................... years 
 
4) Kindly select at least three (3) reasons from the list below why you chose to live on this estate. 
Please add other factors that best describe your reason. 
1) Aesthetics and serene environment (  )  
2) Location (  ) 
3) Availability and suitability of facilities (  )  
4) Availability and suitability of services (  )  
5) Security (  )  
6) Accessibility to social centres (  ) 
7) Proximity to place of work (  ) 
8) Others reasons, please specify….................................................................................. 
 
PART 2: THE INVOLVEMENT OF THE RESIDENTS IN FACILITIES MANAGEMENT (FM)  
 
1)  Are you aware of facilities management?    1)  Yes (   )  2)   No (   )        
 
2)  If your answer to (1) above is yes, is there an identifiable department/unit of facilities management 
in your housing estate?            1)  Yes (     )         2)   No (    )         
 
3)  Please indicate who is responsible for the general management of the housing estate as a whole? 
1) Estate owners through their appointed management team   (     )           
2) Residents / Residents‘ Association executive   (     ) 
       3)  Both the estate owners through their management team and the residents through  
Residents‘ Association Executives (    )  
        4) Government agency/parastatal (    ) 
        5)  I am not aware of anybody or group with the responsibility of managing the housing 
estate (  ) 
 
4)  According to the sales/lease agreement signed with the owners/developers of your housing estate, 
what are your repairs/maintenance obligations? (Please tick as appropriate)  
1) External repairs to building (   )          
2) Internal repairs to building (     )       
3) Repairs of the leaking roof and ceiling (   )      
4) Repairs of electrical and plumbing (  )    
5) Repainting of the internal walls   (   )        
6) Repainting of the external walls (  )       
7) Cleaning of the surrounding (   )  
8) Payment of service charge to maintain facilities in the housing estate  (     )   
9) Monetary contributions towards the provision of essential facilities in the housing estate (     )            
10) There is no specific arrangement currently in place (      )      
11) Others, please specify….......................................................................................... 
 
5)  How do you normally lodge your complaints to the FM department?               
         1) Completing a complaints form (   )        
          2) Reporting verbally to the Maintenance Team (  )        
          3) Telephone call (  )         
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          4) Letter from user/occupier (  )     
          5)  Others, please specify …..………………................................……………… 
 
6)  What are your frequent complaints about?  1) Building defects (  )   2) Infrastructural defects (   )      
        3) Others (please specify)..…...........……………..………................………… 
 
7)  When you lodge your complaint or made request for facilities/building repairs, how soon are you 
attended to? (Please tick only two)    
           1) Same day, if emergency (  )        
           2) Within one week (  )          
           3) Within two weeks (  )       
           4) Within three weeks (  )        
    5) Within a month (  )                     
    6) Others, please specify………...........................………………………………….………………. 
 
PART 3:  RESIDENTS’ SATISFACTION WITH THE PERFORMANCE OF FM TEAM  
 
Effectiveness is defined as the degree of accomplishment of objectives - showing how well a set of 
result is accomplished by doing the right things, at the right time, and with the right quality and 
attitude; it is the extent to which customer requirements are met. With regard to this definition, how 
would you assess the effectiveness of FM services as provided in your housing estate? Please, use 
the following parameters in answering your question.      
(5) VE = Very Effective      (4) E = Effective     (3) FE = Fairly Effective         (2) NE = Not Effective   
       (1) SNA = Service not available 
Aggregate of the FM services provided in the housing estate VE 
(5) 
E 
(4)    
FE 
(3)   
NE  
(2)   
SNA 
 (1) 
1) Bus shuttle service      
2) Caretaker (i.e. a custodian who is hired to take charge and 
monitor operations in the housing estate).  
     
3) Catering and hospitality services      
4) Cleaning of common parts and other cleaning services       
5) Concierge (i.e. a caretaker who is resident in the housing estate 
for the purpose of  monitoring people entering and leaving the 
estate;  handles mail for residents and acts as janitor or porter). 
     
6) Courier services       
7) Crèche centre management      
8) Elevator service and maintenance (if available)      
9) Environmental management services      
10) Fire prevention and safety including systems support notably 
functional fire station , fire hydrant/fire alarm system in the 
houses; fire drills, etc. 
     
11) Fumigation services (including Infection and pest control 
services) 
     
12) General sanitation/cleaning of the environment      
13) General security of the housing estate      
14) General repairs of the housing estate      
15) Graffiti (i.e. a rude decoration inscribed on walls) removal and 
prevention 
     
16) Gym and health club management support services      
17) Health and safety support services      
18) Helpdesk (i.e. a service that provides information and assistance 
to the residents and visitors alike). 
     
19)  Housekeeping services      
20) Janitorial services      
21) Lease management      
22) Landscaping and grounds services      
23) Laundry services      
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24) Mailroom / mail service      
25) Maintenance of central swimming pool (if any)      
26) Maintenance of buildings and their surroundings      
27) Maintenance of the network of roads within the housing estate      
28) The provision of medical facilities (hospitals, clinics, etc,)      
29) The provision of first aid box for staff, residents and visitors      
30) Messenger services      
31) Painting and decoration (fence walls and buildings)      
32) Porterage (i.e. guarding gate entrances and carrying luggage 
and supplies for and on behalf of residents and visitors to the 
housing estate). 
     
33) Refuse collection and disposal services      
34) Residents issues including response to complaints on repairs, 
maintenance and other occupational issues 
     
35) Security services including the installation of security gadgets 
such as video surveillance support systems and patrols 
     
36) Septic tank/cesspools dislodgment services      
37) Standby electric generator maintenance      
38) Street lights and maintenance      
39) Washroom/lavatory services      
40) Waste/refuse disposal services      
41) Water supply and borehole maintenance      
42) Other FM services not included in the above list, please specified 
and indicate the level of effectiveness  
     
43)       
44)       
45)       
 
2)   How would you like to assess the functionality and conditions of the infrastructure available within 
your housing estate? 
Functionality ratings:  (5) VF = Very Functional    (4)   F = Functional   (3) F = Not Functional   
(2)  O = Obsolete              (1)  DFR = Due for replacement 
Condition ratings: (5) VG = Very Good     (4) G = Good     (3) F = Fair       (2) B = Bad        (1) 
VB = Very Bad 
 Facilities/Services in the 
housing estate  
 
Functionality ratings  Condition ratings 
(5) 
VF 
(4)   
F 
(3)  
NF 
(2)  
O 
(1) 
DFR 
(5) 
VG 
(4)   
G 
(3)  
F 
(2)  
B 
(1) 
VB 
1) Boreholes and water related 
equipment 
          
2) Buildings            
3) Communication facilities             
4) Conference centres           
5) Drainage facilities           
6) Electricity generators and 
other related equipment 
          
7) Fire hydrant/fire alarm system 
in the houses 
          
8) Fire station             
9) FM office and other ancillary 
buildings 
          
10) Gym and health club           
11) Market           
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12) Medical facilities (hospitals, 
clinics, etc.) 
          
13) Pipe borne water and 
installations 
          
14) Recreational/sporting facilities           
15) Residential buildings           
16) Road network           
17) Educational facilities           
18) Security gadgets             
19) Sewage treatment plants             
20) Street lights           
21) Swimming pool           
22) Refuse site/containers             
23)            
24)            
 
3)  Concerning the attitude of the FM team and the services rendered by them, how satisfied are you? 
Please, use the information below as a guide. 
            (5) VS = Very Satisfied; (4) S = Satisfies; (3) SS = Somewhat Satisfied; (2) D = Dissatisfied;   
(1) VU = Very Unsatisfied  
FM team attributes and other related issues VS       
(5) 
S  
(4) 
SS 
(3) 
 D 
(2)  
VU 
(1) 
1) Cost to users (i.e. money spent and time in reporting faults)      
2) FM staff attitude towards residents and visitors notably the security 
personnel and those that manned the entrance gates to the housing 
estate 
     
3) Functionality of the estate‘s facilities including their respective state of 
repairs 
     
4) Level of disturbance/inconvenience during repair / maintenance 
activities 
     
5) Level of nuisance (i.e. disturbance and interference of 
staff/miscreants) 
     
6) Procedures for reporting defects and getting work done      
7) Regularity of user‘s survey       
8) Regularly seeking the residents ‘s opinion on issues concerning the 
estate 
     
9) The general behaviour or attitude of FM staff      
10) The overall maintenance of the entire housing estate      
11) The quality of FM services rendered in the housing estate      
12) The state of the surroundings of the housing estate       
13) Time taken by the FM department to respond to users complaints      
14) Turnaround time ,i.e., time taken to effect repairs or carry out 
maintenance activity 
     
       Other related attitude of the FM teams, please specify:  
15) ............................................................................................................... 
16) ............................................................................................................... 
17) ................................................................................................................ 
18) ............................................................................................................... 
19) ............................................................................................................... 
20) ............................................................................................................. 
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4) Kindly assess the service quality of your FM team using the information in the Table below as a 
guide. Please, tick as appropriate. 
Determinants 
of service 
quality 
Breakdown of service quality Yes No 
Access As a resident in the housing estate, do you have easy and convenient 
access to all the essential FM services by way of the following:  
a. convenient location of the FM department/unit within the housing 
estate?  
  
  
2) one stop shop (as it relate to the provision of FM services)?   
3) convenient operating hours?   
4) 24 hour telephone service?   
5) internet access where there is need to employ the internet to 
reach FM team? 
  
Communication As a resident of the housing estate, would you say that the: 
6) FM team keep the residents adequately informed in a language 
they understand? through the issuance of pamphlets and 
brochures that were written in plain English? 
  
  
7) communication materials are tailored to the need of individual 
groups (ethnic minorities, visually impaired, etc)? 
  
8) FM team regularly and patiently listens to residents‘ complaints?     
9) complaints and suggestions systems is in place in the housing 
estate? 
  
10) FM team possessed good oral and written communication 
capability? 
  
Competence 
 
11) Do you think that the FM team possesses the requisite skills and 
knowledge to provide the agreed FM services and do all staff 
know and have the ability to do their job? 
  
12) Do you think that the FM team possesses adequate knowledge of 
local laws and customs? 
13) Do you think that these local laws and customs appropriately 
applied in the course of delivering FM services?   
  
Courtesy (i.e. 
polite behaviour) 
14) Does the FM team show politeness, respect, consideration, 
friendliness of staff at all levels, i.e. staff behaving politely and 
pleasantly? 
  
15) Does the FM team possess the ability to relate well with residents 
and in solving facilities related problems? 
  
16) Is the FM team comfortable with reaction?   
Credibility 17) Would you say that the FM team and other service providers are 
trustworthy? 
  
18) Do they possess good reputation and image with regard to the 
services they provide? 
  
Reliability 
 
19) Does the FM team provide consistent, appropriate and 
dependable service?  
  
20) Does the FM team always deliver the service that was promised 
in line with the service level agreement (SLA)? 
  
21) Would you say that the FM team keeps accurate records?    
22) Is there any considerable level of accuracy in the charge bills 
especially in the area of water bill, electricity bill and service 
charge? 
  
23) Would you say that the FM team does their jobs right first time?   
24) Would you say that the FM team keeps promises and deadlines?   
Responsiveness 
 
25) Would you say that the FM team is always willing and ready to 
provide service when needed? 
  
26) Would you say that the FM team resolves problems quickly?   
27) Do they have concurrent problem solving capability?   
28) Does the FM team keep to appointment times?   
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Security 
 
29) Do you feel physical safe by virtue of your residing in the housing 
estate? 
  
30) With regards to financial matters in the housing estate, would you 
say that the residents‘ counterpart monetary contribution towards 
facilities maintenance is safe with the facilities Manager and his 
team? 
  
31) Would you say that the FM team as presently constituted has the 
capacity to provide services in a safe and secure manner? 
  
Tangibles 
 
32) Are the physical aspects of the facilities, staff strength and 
working tools up-to-date and adequate?  
  
Understanding 
the residents 
and meeting 
their needs 
33) Going by the activities of the FM team in your housing estate, do 
you think they know the specific needs of the residents? 
34) If yes, does the FM team tailored their services/activities to meet 
the identified needs where it is practically possible to do so? 
  
 
5)  In your view, would you say that facilities management has impacted positively on the standard of 
living of the residents in your housing estate?           1)  Yes   (    )                     2) No   (    )        
 
6)  What recommendations will you give to ensure the effectiveness of the FM team vis-à-vis facilities 
management services in your housing estate?   
…………………............…………………………….............………………………………………..……… 
…………………...................……………………………............……………………………….………… 
………………............…...........………………………….......................…………………………….……. 
………………………….............…............………………………………...........………………….………. 
……………………………….............……..........……………………………….........……….…………. 
………………………………………………….............……..........……………………….........…..……… 
…………………………………………..............…….........……………….…………….…….........…… 
………………………………………………….............…………………..........…………….…….......... 
……………………………………………………………..............................….........….……….......... 
 
THANK YOU FOR YOUR TIME AND EFFORT  
IN FILLING THIS QUESTIONNAIRE 
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APPENDIX 3: LETTER OF INTRODUCTION 
 
CRITICAL EXAMINATION OF FACILITIES MANAGEMENT IN HOUSING:  
A STUDY OF HOUSING ESTATES IN LAGOS STATE, NIGERIA 
 
School of Engineering, Sports and Sciences 
University of Bolton 
United Kingdom. 
 
Dear Respondent, 
 
Now that facilities management (FM) is gradually gaining prominence in Nigeria, 
notably in the housing sector, it becomes imperative to understand this new field so 
that FM could be properly integrated into the management of the nation‘s sprawling 
built environment in order to ensure a sustainable healthy environment and 
investment. The purpose of this research, therefore, is to critically examine the 
current level of application of FM and its relevance in the housing sector. It is 
expected that the outcome of the research will help improve the level of 
understanding of the strategic roles that FM could play in the effective management 
of housing estates and the built environment in general.  
 
I therefore seek your kind cooperation in completing this questionnaire. Please be 
assured that any information provided in the questionnaire will be used strictly for 
academic purpose only. In addition, confidentiality will be ensured as Responses will 
be anonymised and raw data will be kept in a secured environment for up to a 
maximum of five years after the completion of the research, and then destroyed.  
 
Should you require any clarification/information about the questionnaire or about the 
research as a whole, please feel free to contact the Researcher on +234-708-
5205819; e-mail: GKO1RES@bolton.ac.uk   
 
Thank you. 
 
Yours faithfully, 
 
 
Gabriel Kuye OLUSEGUN 
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APPENDIX 4: Scope of Facilities Management in housing 
management in Nigeria using IFMA Core 
Competencies  
 
Key: Case Studies                
Case 1: VG(A) 
Case 2:1E(A) 
Case 3:AE(A) 
Case 4: AT(A) 
Case 5: DE(A) 
Case 6: CG(A) 
Case 7: CE(A) 
Case 8: FP(A) 
Case 9: NT(A) 
Case 10: PV(A) 
Case 11: PC(A) 
Case 12: SE(A) 
Case 13: SW(A) 
Case 14: TP(A) 
Case 15: GB(AB) 
Case 16: CHE(A) 
Case 17: EC(B) 
Case 18: DH(B) 
Case 19: MA(B) 
Case 20: CB(B) 
   
CORE  
AREAS 
OF FM 
FUNCTION 
CODE 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 
R
e
a
l 
E
s
ta
te
 
RE1 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
RE2 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
RE3 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
RE4 √ √ √ √ √ √ √ √ √ x √ √ √ √ √ x √ x √ x 
RE5 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
RE6 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ x √ √ √ x 
RE7 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ x √ x √ x 
RE8 √ √ √ √ x x x √ √ √ √ √ √ √ √ x √ √ √ x 
RE9 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ x √ √ √ x 
RE10 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
RE11 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
H
u
m
a
n
 a
n
d
 e
n
v
ir
o
n
m
e
n
ta
l 
fa
c
to
rs
 
HEF1 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF2 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF3 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF4 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF5 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF6 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF7 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF8 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF9 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF10 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF11 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF12 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
HEF13 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ x 
HEF14 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
P
la
n
n
in
g
 &
 P
ro
je
c
t 
M
a
n
a
g
e
m
e
n
t 
PP1 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP2 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP3 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP4 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP5 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP6 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP7 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP8 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP9 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP10 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP11 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP12 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP13 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP14 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP15 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP16 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP17 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP18 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP19 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP20 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
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PP21 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP22 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP23 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP24 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
PP25 x x x x x x x x x x x x x x x x x x x x 
PP26 x x x x x x x x x x x x x x x x x x x x 
L
e
a
d
e
rs
h
ip
 &
 M
a
n
a
g
e
m
e
n
t 
 
LM1 √ √ x √ √ √ x √ √ √ x √ x √ x √ x x √ √ 
LM2 √ √ √ √ x √ √ √ √ √ √ √ √ √ √ x √ √ √ x 
LM3 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM4 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM5 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM6 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM7 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM8 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM9 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM10 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM11 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM12 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM13 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM14 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM15 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
LM16 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
F
in
a
n
c
e
 F1 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
F2 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
F3 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
F4 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ x √ √ √ x 
F5 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
Q
u
a
li
ty
 a
s
s
e
s
s
m
e
n
t 
a
n
d
 i
n
n
o
v
a
ti
o
n
 
QAI1 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI2 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI3 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI4 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI5 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI6 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI7 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI8 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI9 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI10 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI11 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI12 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI13 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI14 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI15 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
QAI16 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C
o
m
m
u
n
ic
a
ti
o
n
 
C1 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C2 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C3 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C4 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C5 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C6 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C7 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C8 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C9 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C10 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C11 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C12 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
C13 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T
e
c
h
n
o
lo
g
y
 T1 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T2 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T3 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T4 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T5 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T6 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
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T7 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T8 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T9 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T10 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T11 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T12 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T13 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T14 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T15 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T16 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T17 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
T18 √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ √ 
CODE NUMBERS OF 
CASE STUDY AREAS 
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 
 
 
 
 
 
 
